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Abstract
Lewis, John. Ed.D. The University of Memphis. May 2017. A Survey Study to
Determine the Relationship Between Institutional Characteristics and the Usage of
Customer Service Related Financial Aid Activities. Major Professor: Dr. Jeffery Wilson.
The purpose of this survey study was to examine the customer service related
activities of providing accurate and complete information and projecting a positive
customer-oriented attitude within financial aid offices, and their relationship to the
institutional characteristics of institutional size, institutional control, and institutional
type. Data was collected from at least 156 financial aid professionals in higher
educational organizations in the nine states of the SASFAA region.
Results of this study indicate that there was a significant difference between the
size of an institution and projecting a positive customer-oriented attitude by including
customer service in the office mission statement. In addition, this study found a
significant difference between the type of an institution and providing accurate and
complete information by hiring and training the best staff. Thus, the results support that
correlations can exist between institutional characteristics and customer service activities.
The other customer service activities studied did not indicate a significant difference
between the 1) size, 2) control, and 3) type of an institution and the 1) customer service
activities of providing accurate and complete information or 2) customer service
activities of projecting a positive, customer-oriented attitude.
Potential implications for future research include further analysis of the impact of
institutional characteristics on additional customer service related activities such as:
working as a team, following through on issues, and being positive and service oriented.
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Chapter 1
Introduction
The quest for better understanding what impacts an institution’s graduation and/or
retention rate is one of those beguiling challenges that continues to intrigue higher
education administrators as institution’s are placing more emphasis on student retention
and graduation rates than ever before (Webster & Showers, 2011). Nowadays, an
institution’s success is often measured by retention and graduation rates. Webster and
Showers (2011) indicated that research on this issue is vital as institutions are vigorously
competing against each other to retain and ultimately graduate students. One of the main
areas that institutions focus on to assist with retaining and graduating students is
customer service. With a focus on retention and graduation rates, institutional
administrators would like to say they provide superior customer service, however, the
Texas Guaranteed Student Loan Corporation (TG) indicates there is very little research
that defines or demonstrates the impact of customer service on student retention and
graduation (TG, 2008). In addition, Bolman and Deal (2008) stated “the first step in
managerial wisdom and artistry is to recognize key characteristics of organizations” (p.
31). Thus, in order to add to this area of research, this study is a report on customer
service and its relationship with institutional characteristics. This first chapter consists of
the background of the study, a statement of the problem, the purpose of the study,
research questions, significance of the study, theoretical framework, assumptions,
limitations of the study, delimitations of the study, definition of terms, and a study
overview.
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Background of the Study
According to Anstine (2013), one of the major problems facing higher education
in the United States is the number of students who fail to graduate. Although improving
graduation rates has been a high priority, the percentage of some students graduating
college has not improved (Anstine, 2013). For example, the national persistence to
degree rate for all institutional types in 2010 was 46.2% (ACT, 2010), and in 2014 it went
down to 45.5% (ACT, 2014). The process of moving enrolling students to graduation is
normally referred to as “retention” and studies that typically look at retention and/or
graduation are commonly referred to as “retention” or “persistence” studies (Berger,
2001; Gansemer-Topf & Schuh, 2006; Jones, 2010; Kuh, 2002; MacCallum, 2008;
Marsh, 2014; Morrison, 2012). To help higher education administrators develop better
activities, programs, and policies, researchers have approached retention studies from
multiple points of view (Hosch, 2008; Jones, 2010; Kuh, 2002; MacCallum, 2008). One
view of retention studies centers-around student characteristics. Studies from this point
of view look at what the student brings to college (family background, individual
attributes, high school GPA, pre-college educational background, ACT scores, SAT
scores, etc.) in order to determine whether the student will persist or graduate from the
institution (Astin & Oseguera, 2005; Horn, 2006; Hosch, 2008; Webster & Showers,
2011). However, the problem with looking at student characteristics is that the outcomes
do not necessarily coincide with the mission of all institutions or the outcomes do not
lend themselves to taking any type of institutional action.
For example, if a researcher determines that high ACT scores are powerful
indicators for college completion then what action should colleges take? With this
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information it would make sense for colleges to increase their ACT score requirement for
admission to ensure they get a better selection of incoming students who will be more apt
to graduate. This example exemplifies the idea of study-based results that would not
necessarily coincide with the mission of an institution as it would result in a smaller pool
of incoming students who would not apply because they would not meet the new
increased ACT score requirement. Thus, the institution will not take action on these
results because if there are not enough students who meet the new ACT score
requirement the institution will suffer from low enrollment.
A second point of view for retention studies centers-around the characteristics of
the institutional dynamics such as size, control, type, mission, expenditures, and faculty
to name a few. Studies from this point of view are typically referred to as “institutional
characteristics” studies (Chen, 2012; Ewell, 1989; Hu & Kuh, 2002; Marsh, 2014; Oswalt
& Lederer, 2015; Smart & Toutkoushian, 2001; Weissman, 1990). Some institutional
characteristics studies, such as Marsh (2014) and Weissman (1990), look for a direct
relationship between the characteristics of the institution and student outcomes in order to
determine whether the students will persist or graduate from institutions. However,
Villella (1986) pointed out that colleges and universities should focus on looking at the
institution’s internal environment when examining the student’s relationship with the
institution. In addition, the two models that have served as the backbone of “retention”
and “persistence” studies for the past four decades point to the importance of having a
relationship with students. In Tinto’s (1975) Student Integration Model, he pointed out
that as a student becomes more integrated within an institution, they become more
committed to that institution and to the overall goal of graduating. The integration of
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students is influenced by the students’ interactions with peers, faculty, and other
departments on campus. In Bean’s (1980) Student Attrition model, he argued that
colleges and universities engage in certain activities (what he referred to as
“organizational determinants”) that determine the student’s level of satisfaction which in
turn determines whether the student will stay at the institution or not. This supports that
institutions can adjust the services they offer to impact student satisfaction levels and
ultimately retention and graduation rates.
In his book Embrace the Oxymoron: Customer Service in Higher Education,
Raisman (2002) suggested that students determine the quality of the college or university
(and decide whether to stay or not) by their perceived relationship with the university;
thus, institutions that can build quality relationships by way of quality customer service,
will improve their retention and graduation rates. Providing customer service continues
to be an important aspect of higher education that is starting to get more attention.
Although there are many departments on a college or university campus that provide
customer service, one of the most critical offices is the financial aid office. Financial aid
offices not only affect students through the types and amounts of financial aid they are
able to offer, but more importantly through their many customer service related
interactions with students that include completing the Free Application for Federal
Student Aid (FAFSA), monitoring satisfactory academic progress, completing
verification, coordinating professional judgments, administering financial literacy
programs, and communicating loan entrance/exit counseling, just to name a few. The
role of financial aid offices is to interpret, synthesize, and convert data from multiple
sources into information that can be stored, shared and acted upon so that students can
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receive financial assistance to help them cover the cost of a college education (Gross,
2013). Through all of these processes, which involves in depth interactions with
students, financial aid offices are building relationships with these students by way of the
customer services they administer. In addition, it is important to recognize that the
customer services offered by financial aid offices can be administered to students years
before they get to college, while they are in college, and years after they have left college.
While recognizing the importance of customer service in financial aid offices, the
Texas Guaranteed Student Loan Corporation (TG) ran a series of workshops that looked
at customer service principles and corresponding operational activities that financial aid
offices could engage in to provide better services to students (TG, 2008). TG research
(2008) stated that “while a financial aid office cannot make every student interaction a
positive one, even a minor positive impact on students’ overall customer service
experience can make a big difference and can potentially affect recruitment and
retention” (p. 7). Thus, TG’s argument was that through improved services to students,
financial aid offices can help improve the retention and graduation rates of their
institution. This researcher believes that it is critical to begin better understanding the
relationship between institutional characteristics and customer service related activities of
financial aid offices so that institutions can become aware of minor changes, and/or large
changes, they can consider making to positively impact recruitment and retention.
Statement of the Problem
Postsecondary institutions in the United States are facing a major challenge with
respect to their graduation rates as 44% of students who enter college do not graduate
(Anstine, 2013). In order to support administrators with their retention and graduation
rates, researchers have engaged in institutional characteristics studies that look at the
5

characteristics and attributes of the institution and their relationship with student
outcomes. Examples of such researchers and studies include Weissman (1990) who
performed a study that examined the relationships between institutional characteristics
and educational strategy to student retention. Pike and Graunke (2015) performed a
study to look at the relationship of various institutional characteristics and student
retention. Another study was performed by Bailey, Calcagno, Jenkins, Leinback, and
Kienzl (2006) that looked at the relationship between institutional characteristics and
graduation rates. In addition, researchers have argued that institutional characteristics are
poor predictors of student outcomes (Pascarella & Terenzini, 2005; Ro, Terenzini, & Yin,
2013; Terenzini & Pascarella, 1991) because there is too much activity that occurs
between the institutional characteristic and student outcomes to determine any type of
relationship. Such activities encompass student experiences and social factors that are
shaped by institutional administrative policies and procedures along with the operational
practices and programs administered by student affairs (Ro et al., 2013). Since college
and university leaders are still concerned with understanding how their institution affects
students (Marsh, 2014; Smart & Toutkoushian, 2001), institutional characteristic studies
must begin to look at how institutional characteristics are influencing the institutional
activities that impact student outcomes.
Bowen, Chingos, and McPherson (2009) argue that poor graduation rates are a
problem within the United States. In addition, Bowen et al. (2009) note that searching for
new ways to help colleges and universities move enrolling students to graduation should
be a high priority. Thus, to find new ways to move enrolling students to graduation,
institutions should examine the relationship between institutional characteristics and the
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interactions that students may be experiencing as this could assist institutions in making
decisions that could result in more students graduating. For nonacademic departments on
a college or university campus, these interactions are defined by the services that a
department may provide; in essence, their engagement in student or customer service
related activities. There is very little research that looks at the impact customer service
activities have on retention and graduation (Keith, 2005; TG, 2008). In addition, there is
insufficient research that establishes whether or not there is a correlational relationship
between institutional characteristics and customer service related activities of financial
aid offices. According to Ro et al. (2013), research on such relationships must be
documented in this field so that we can begin to validate whether or not customer service
related activities of financial aid offices are having an impact on retention. The purpose
of this study was not to predict future retention and graduation rates, but to seek results
indicating whether or not relationships may exist that point to cause (Merriam &
Simpson, 2000). For this reason, this study focused on examining the relationship
between the customer service related activities of financial aid offices and institutional
characteristics.
Purpose of the Study
The purpose of this survey study was to examine the customer service related
activities of financial aid offices and their relationship with institutional characteristics.
The specific customer service activities being examined are providing accurate and
complete information and projecting a positive customer-oriented attitude. In addition,
the institutional characteristics being examined are institutional size, institutional control,
and institutional type. Examining such characteristics can help determine whether or not
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the identified institutional characteristics are determinants of the customer service related
activities.
Research Questions
Ultimately, the purpose of this study was to help answer the question: Do institutional
characteristics serve as determinants of institutional customer service activities?
This study is guided by the following research questions:
1. What is the correlational relationship between institutional size and financial aid
offices providing accurate and complete information?
2. What is the correlational relationship between institutional size and financial aid
offices projecting a positive customer-oriented attitude?
3. What is the correlational relationship between institutional control and financial
aid offices providing accurate and complete information?
4. What is the correlational relationship between institutional control and financial
aid offices projecting a positive customer-oriented attitude?
5. What is the correlational relationship between institutional type and financial aid
offices providing accurate and complete information?
6. What is the correlational relationship between institutional type and financial aid
offices projecting a positive customer-oriented attitude?
Significance of the Study
There are many historical and recent studies that look at student characteristics
and institutional characteristics. These types of studies indicate that understanding how
the characteristics of an institution affects students is still an important factor in the
current higher educational environment. While studies based on student characteristics
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have been important in helping higher education administrators understand the value of
recruiting quality students, recruiting enough qualified students is simply not a realistic
option for the majority of colleges and universities. In addition, colleges and universities
may be able to admit enough students who meet their minimum academic requirements,
but this by no means assures that the students who are admitted will all stay long enough
at the institution to graduate; for 2015 the average graduation rate for all colleges was
45.3% (ACT, 2015). Therefore, looking at studies related to student characteristics has
less value than looking at studies related to institutional characteristics as there is still
more to be learned and acted upon by higher education administrators as they come to
better understand how customer service activities are impacting students.
As stated previously, the majority of institutional characteristics studies focus on
the direct relationship between institutional characteristics and student outcomes;
primarily retention and graduation. Researchers argue that too much activity occurs
between institutional characteristics and student outcomes to provide any type of
reasonable analysis on the relationships; whether positive or negative. This argument has
been used to suggest that institutional characteristics are poor indicators of student
outcomes (Pascarella & Terenzini, 2005; Ro et al., 2013; Terenzini & Pascarella, 1991).
Thus, this study looked to determine if institutional characteristics have any type of
relationships with customer service-related operational activities within a department;
which may provide greater insight as to why students may leave or not.
If it was determined that institutional size, institutional control, or institutional
type do have a relationship with customer service-related activities, then higher education
administrators can possibly focus on these identified activities to implement best
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practices in customer service in effort to encourage the retention and graduation of
students. Also, any positive or negative relationships may help guide the activities of
other nonacademic departments on campus besides that of financial aid offices.
Theoretical Framework
There are many factors that impact whether a student who attends college can be
expected to be retained and graduate or not. Victor Vroom (1995) explains the concept of
expectancy by stating “the specific outcomes attained by a person are dependent not only
on the choices that he makes but also on the events that are beyond his control” (p. 20).
In addition, Vroom (1995) gives the example that “the student who enrolls in medical
school is seldom certain that he will successfully complete the program of study” (p. 20).
For the purpose of this study, the events that both influence student choices and are
beyond the control of students, that can impact program completion, are customer service
related financial aid activities.
According to Vroom's expectancy theory, an individual’s motivation to act is
based on their perceptions about the strength of causal relationships (Vroom 1964). Thus,
an institution’s motivation to act should be based on the institution’s perceptions about
the strengths of causal relationships. The expectancy theory is mostly used in the field of
organizational behavior to analyze the relationship of rewards based on performance
(Hamington, 2010). By viewing customer service related activities as performance acts,
the expectancy theory serves as a framework to better understand the relationships
between institutional characteristics and customer service related activities. Additionally,
Vroom’s expectancy theory is based on three beliefs known as Expectancy,
Instrumentality, and Valence (Hamington, 2010). According to Vroom (1995),
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“expectancy is defined as a momentary belief concerning the likelihood that a particular
act will be followed by a particular outcome” (p. 20). Institutions believe that if they
offer particular customer service related activities then students will be retained and
graduate. Instrumentality is the belief that if a specific performance is achieved then
specific outcomes can be expected (Hamington, 2010). Institutions believe that if
specific customer services are achieved then they should be able to expect specific
retention and graduation rates. Valence is the belief that there is satisfaction in achieving
the desired outcome (Hamington, 2010). If more students are retained and graduate due
in part to the customer service activities performed by institutions, then satisfaction will
be achieved from the desired outcomes. It is the responsibility of higher education
administrators to ensure that the right customer service related activities are being
properly administered in order to retain and graduate students. Also, according to
Vroom’s theory of motivation, the customer services activities offered by an institution
depend upon the institution recognizing all three causal relationships as positive
(Hamington, 2010). Institution’s will continue to provide the customer service activities
needed as long as they believe it will lead to the desired retention and graduation rates.
In addition, Victor Vroom’s expectancy theory, as explained by Hamington
(2010), indicates that how people will behave or exert effort is in part determined by the
level of actions taken, results, and specific perceptions about capabilities. Likewise, the
strength of specific perceptions an institution has about its capabilities, actions taken, and
results determines whether an institution will act or exert effort in the customer service
related activities it offers. If it is believed that student perceptions of the services an
institution has chosen to offer can impact whether they stay or not, then Vroom’s theory
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supports that if higher education administrators expect the positive outcome of students
being retained and/or graduating, then institutions will provide the customer service
related activities needed to meet those expectations.
Assumptions
The following assumptions can be made:
1. Institutional administrators are responsible for determining how customer
services activities are offered. Thus, it is important for them to know whether
or not institutional characteristics are inadvertently impacting the customer
service activities of the institution.
2. Customer services offered by institutions can have both positive and negative
impacts on student satisfaction levels. Thus, institutional administrators need
to know which customer services are having a positive impact and which ones
are having a negative impact so that they can appropriately adjust the services
they are offering.
3. A student’s satisfaction level with an institution is a determining factor as to
whether or not they are retained or graduate. Thus, if students are satisfied
with the institution they will be more likely to stay and graduate and if
students are not satisfied with the institution they will be more likely to leave
and not graduate.
Limitations of the Study
A known disadvantage of descriptive research “is the lack of predictive power as
the researcher discovers and describes “what is,” but is unable to generalize or predict
with certainty “what will be” (Merriam & Simpson, 2000, p. 72). Limitations of this
study include other outside factors that may affect the customer service related activities
12

of financial aid offices, such as the institution’s financial situation. Another example
could be recent employee turn-over within an office which may result in hiring an
individual with no prior knowledge or experience in financial aid. In addition, the
administrative structure of the institution may impact services offered as they may
function with the use of a one-stop-shop or outsource certain activities to third party
servicers.
In addition, this descriptive study is also limited to participants’ self-reported
perceptions of customer service related activities being administered within financial aid
offices. The individual results are based on a volunteer sample and do not necessarily
define the population being studied. In addition, this study only focuses on two aspects
of customer service being offered and is not considered to be comprehensive.
Delimitations of the Study
The following are delimitations of the study:
1. The study is delimited to the data collected from institutions of higher
education.
2. The study is delimited to financial aid professionals who work in higher
education.
3. The study is delimited to customer service-related activities of providing
accurate and complete information as perceived by financial aid professionals
who work in higher education.
4. The study is delimited to customer service-related activities of projecting a
positive customer-oriented attitude as perceived by financial aid professionals
who work in higher education.
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5. The study is delimited by only looking at three institutional characteristics;
institutional size, institutional control, and institutional type.
Definition of Terms
The following terms are those that are significant to the current study.
1. Customer Service Relate Activities: The services an institution provides to its
students. The means by which an institution builds relationships with students
to “provide for their needs, earn their trust, gain their loyalty and ultimately, to
form partnerships with them for the benefit of all” (Keith, 2005, p. 2).
2. Institutional Control: “A classification of whether an institution is operated by
publicly elected or appointed officials (public control) or by privately elected
or appointed officials and derives its major source of funds from private
sources (private control)” (as cited in Gibbs & Barnett, 2014, p. 74).
3. Institutional Size: The amount of full-time equivalent (FTE) enrollment of
undergraduate students at the institution.
4. Institutional Type: A classification of whether an institution is primarily a twoyear institution offering associate degrees or a four-year institution offering
primarily bachelor degrees.
Study Overview
This study begins to address the gap in research regarding the impact of customer
service on institutional retention and graduation rates by determining if there is a
correlational relationship between institutional characteristics and customer service
related activities of financial aid offices. The next chapter contains the literature review
pertinent to the selection of the independent variables known as the institutional
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characteristics, financial aid activities as organizational behavior, and aspects of customer
service within financial aid offices. Chapter 3 discusses the quantitative research
methodology and methods used to collect and analyze the survey data. In chapter 4, the
results of the study are summarized and a demographic profile of the population being
studied is provided. Finally, chapter 5 presents a summary of the study with conclusions
and implications for higher education, along with suggestions for future research and
final thoughts.
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Chapter 2
Literature Review
While there is a plethora of research that has been done on the amounts and types
of financial aid funding that students receive, there are very few institutional
characteristic studies that have looked at the customer service activities of financial aid
offices (Keith, 2005; TG, 2008). However, before discussing the various studies on
institutional characteristics, it is worth noting that institutional characteristics generally
fall into two distinct categories. The more popular categorization appears to be based on
the work done by Berger and Milem (2000). Berger and Milem (2000) viewed
institutional characteristics as falling under “structural-demographic features” or
“organizational behavior dimensions.” Structural demographic features include the
characteristics of this study which are size, control, and type of institution.
Organizational behavior dimensions are the policy, procedures, and actions that
administrative personnel or faculty engage in that determines, to some degree, the
environment of the institution.
In more recent work, Pike and Graunke (2015) separate institutional
characteristics into two categories as well. Pike and Graunke’s (2015) two categories are
invariant (do not change over time) and time-varying. Compared to the distinction made
by Berger and Milem (2000), structural-demographic variables would be comparable to
Pike and Grauke’s (2015) invariant category and organizational behavior dimensions
would be comparable to Pike and Graunke’s (2015) time-varying category. An important
point to come away with from both categorizations is simply that some institutional
characteristics are rigid or less flexible than others. For example, the type of an
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institution being classified as primarily a two-year institution offering associate degrees
or a 4-year institution offering primarily bachelor degrees would be considered rigid
because it will not typically change over time.
Thus, the conceptual model that this study works off of is the model used by Pike
and Graunke (2015) in their study on the effects of institutional characteristics on
retention rates. Pike and Graunke (2015) separated their independent variables into three
categories based on their study; this included invariant institutional characteristics, timevarying institutional characteristics, and time-varying cohort characteristics. Pike and
Graunke (2015) included time-varying variables because they performed a longitudinal
study. These three variables were used to determine their relationship with institutional
retention rates. Where Pike and Graunke (2015) looked at multiple independent variables
under each of the categories they used, this study only has three independent variables, all
of which would be comparable to the invariant institutional characteristics category used
by Pike and Graunke (2015). Since this study is not longitudinal and instead focuses on
the usage of customer service-related financial aid activities, the model has been
modified and is depicted in Figure 1.
Institutional Size

Institutional Control

Customer Service-Related
Financial Aid Activities

Institutional Type
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a) Effects of Institutional Characteristics on Customer Service-Related Financial
Aid Activities
Figure 1. Conceptual model being used. Adapted from “Examining the Effects of
Institutional and Cohort Characteristics on Retention Rates,” by G. Pike, & S. Graunke,
(2015), Research in Higher Education, 56(2), p. 152. Copyright 2014 by Springer
Science+Business Media New York.
The purpose of this chapter is to examine four areas of research done on
institutional characteristics found in the literature. The first area of research to be
discussed will be on those studies that have looked at the effects of institutional size. The
second area to be discussed will be those studies that have looked at the institutional
characteristics of control and type. The third area of research to review will be those
studies that have focused on organizational behavior as it relates to the financial aid
activities of this study. Although this study is focused specifically on the activities of
financial aid offices, organizational behavior encompasses activities that an entity or
organization may engage in when dealing with others outside the organization (students
for example). The final area of research that will be addressed are studies related to
customer service activities within financial aid offices. Overall, the goal of this chapter is
to provide the reader with sufficient background to show that understanding the
relationship between institutional characteristics and the customer service-related
activities of financial aid offices is both a logical and pertinent next step for studies on
institutional characteristics. Furthermore, the following components of this chapter
provides the reader with a broad understanding of institutional size, institutional control
and type, financial aid activities as organizational behavior, and financial aid customer
service.
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Institutional Size
This section of the chapter will identify research that has specifically looked at
institutional size to validate its use as an independent variable in the study.
Unfortunately, most research done on institutional size has looked for a direct
relationship with retention and graduation (Bailey, Calcagno, Jenkins, Leinback, &
Kienzl, 2006; Jones, 2010; Mangold, Bean, & Adams, 2003; Pike & Graunke, 2015;
Weissman, 1990). Although this study is not specifically looking for a relationship
between institutional size and retention or graduation, it is still important to look at the
impact that institutional size may have on retention and graduation as this may provide
some insight for this study when analysis of the data occurs.
Oswalt, Lederer, and Schrader (2015) performed a recent study looking for
connections between institutional characteristics and college student health. With respect
to institutional size, Oswalt et al. found that students at a campus with less than 2,500
students had the best rates of physical activity, fruit and vegetable consumption, and
protected sex. Students at institutions between 2,500 and 5,000 students were found to
have the lowest rates of substance use (marijuana, alcohol, and cigarettes). Oswalt et al.
also found students who attended institutions between 5,000 and 9,999 students had
better mental health than their peers at other institutions. Another finding from Oswalt et
al.’s study was that sleep patterns were significantly associated with the size of the
institution.
Mangold et al. (2003) hypothesized that athletics at large institutions is an
opportunity to bring students together into a social community where the student can
integrate into the social system of the college and have some type of identification with
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the institution. Mangold et al. suggest that at smaller institutions, the effect may be
different. As an example, Mangold et al. suggest that because smaller institutions are
more homogeneous, the success of a sports team with whom a student identifies with
could serve as a distraction for that student. The results produced by Mangold et al. did
show that there was a positive relationship between size and graduation, but that the
relationship between size and sport success was not linear.
The idea of large schools offering students social environments that allow for
greater integration has been suggested by researchers looking to explain the positive
relationship that college athletics has with student outcomes (Jones, 2010; Mangold et al.,
2003). Jones (2010) examined the relationship between institutional support of college
football programs and student retention. Jones (2010) measured institutional support of
college football programs by looking at the attendance of home football games. Jones
(2010) determined that college football did have a positive impact on student retention,
and hypothesized that the impact is greater in Division 1A institutions than Division 1AA
because of the size of the campus. Jones (2010) argues that if large schools offer greater
student and faculty autonomy and this in turn negatively affects retention, then
institutional support of college football programs at larger campuses must have better
environments for students’ social integration to offset any negative impact on retention.
Bailey et al. (2006) performed a study that looked at institutional characteristics at
the community college level and any relationships with graduation. Bailey et al. (2006)
determined that institutional size has a negative relationship with graduation rates. Other
studies have found similar negative effects of institutional size on student outcomes
(Astin, 1993; Bailey, Calcagno, Jenkins, Kienzl, & Leinbach, 2005; Huffman &
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Schneidermann, 1997; Oseguera, 2005). Bailey et al. (2005) also identifies that students
who enrolled in small-sized institutions were 10% more likely to have successful student
outcomes than students who enrolled in medium-sized institutions. Bailey et al. (2005)
argue that these results may be indicative of the more personalized atmosphere that is
likely to be experienced at a smaller institution.
Berger (2000) suggested that larger institutions may have a mixed effect on
students. Berger (2000) noted that the bureaucratic structures needed for large
institutions may have a negative relationship with student persistence due to a less
personable campus environment, and that larger institutions may have structural benefits
that allow students an opportunity for greater social integration. A similar model
developed by Berger and Milem (2000) argued that the size and selectivity of an
institution may have an effect on the academic and social environments of the campus;
arguing that better environments were more conducive to student social integration.
Churchill and Iwai (1981) performed a study looking at student use of campus
facilities and college attrition. In their research, students were identified as falling in one
of five groups. The five groups are listed below with their definition:
1. Dropouts = student who were academically dismissed (p. 353).
2. Low Stop-Outs = students who voluntarily left the institution with a low
GPA (p. 353).
3. High Stop-Outs = student who voluntarily left the institution with a high GPA
(p. 353).
4. Low Persisters = continuing students with a low GPA (p. 353).
5. High Persisters = continuing students with a high GPA (p. 353).
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Churchill and Iwai (1981) found that Low Persisters appeared to be less
concerned about the size of the institution versus those in the Low Stopouts and Dropouts
group. Churchill and Iwai also found that concern over the size of the institution was one
of four differences between the High Persisters group and the High Stopouts group. This
finding was also true between the three withdrawal groups versus the two persistence
groups. Churchill and Iwai argued that this result was consistent with the idea that
students viewed large institutions as being impersonal; that students may experience
feelings of alienation and insignificance; thus dropping out.
Chatman (1997) performed a study that looked at institutional characteristics and
their effect on class size. Chatman’s goal was to provide institutions with a comparative
standard in looking at their class size. Chatman found that the class size was smaller at
smaller institutions. Chatman also determined that institutional size was positively
related to class size and accounted for 6.9% of the variance in class size.
Ewell (1989) performed a study that looked at the impact that institutional
characteristics had on faculty/administrator perceptions of various student outcomes.
One of the various outcomes was student satisfaction and Ewell found that higher levels
of student dissatisfaction where associated with small institutional size. Ewell argued
that this particular relationship could have occurred because smaller institutions have a
more difficult time in the areas of career preparation or the quality of their academics.
Ewell also found that institutional size was negatively related to faculty/administrator
perceptions of dropout rates.
Weissman (1990) performed a study that examined the relationships between
institutional characteristics (including size) and educational strategy to student retention.
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Weissman notes that educational strategy is the patterns or practices that an institution
engages in to support student learning. Weissman found that the size of the institution
was not significant. Using multiple regression on all of the institutional variables,
Weissman found that institutional size added only 1.7% to the combined variance of
44.2% with admissions selectivity and institutional control. Both Marcus (1989) and
Pascarella and Chapman (1983) also determined institutional size to have an insignificant
or indirect relationship, but with retention or graduation.
Pike and Graunke (2015) performed a study looking at the relationship of
various institutional characteristics and student retention. Pike and Graunke divided their
characteristics into two groups: invariant and time-varying; institutional size was
considered a time-varying characteristic because their study was longitudinal. Pike and
Graunke also looked at time-varying cohort characteristics. Based on the results, Pike
and Graunke found institutional size to have a positive relationship with retention rates.
Other researchers have found a similar relationship between institutional size and student
retention or graduation (Mangold et al., 2003; Marsh, 2014; Morrison, 2012; Ryan,
2004). Ishitani and DesJardins (2002) also found a positive relation between institutional
size and retention, but only during the third year of a student’s undergraduate career.
The studies in this section have looked at the institutional characteristic of size,
indicating that relationships exist between institutional size and student health (Oswalt et
al., 2015), student social environments (Berger & Milem, 2000; Jones, 2010; Mangold et
al., 2003), class size (Chatman, 1997), student satisfaction (Ewell, 1989), student
retention (Churchill & Iwai, 1981; Jones, 2010; Pike & Graunke, 2015), and student
graduation (Bailey et al., 2006; Mangold et al., 2003). These studies show that
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institutional size can have multiple impacts on an institution. Thus, this study attempts to
indicate whether or not a relationship exists between institutional size and customer
service related financial aid activities as these services may impact retention and
graduation.
Institutional Control and Institutional Type
This next section will review studies that have looked at the characteristics of
institutional control and institutional type within higher education and justify their use as
independent variables in this study. Similar to studies of institutional size, researchers
have traditionally tried to directly link institutional control and institutional type to
retention and graduation rates (Anstine, 2013; Jones & Braxton, 2009; Oseguera, 2005;
Pike & Graunke, 2015; Scott, Bailey, & Kienzl, 2006). It is important to note that while
institutional size can certainly vary over time, institutional control and institutional type
are characteristics that more than likely will never change for an institution.
Oswalt et al. (2015) performed a recent study looking at the relationships between
six institutional characteristics and college student health behaviors and health outcomes.
One of the six institutional characteristics was institutional control. Oswalt et al. found
that certain health behaviors and health outcomes were related to the control of the
institution. Oswalt et al. found that students who attended private institutions had
healthier weights, while students who attended public institutions had less alcohol and
marijuana use along with less mental health concerns. Oswalt et al. also found that
students at public institutions got more sleep than their private institution counterparts,
but students at private institutions had higher rates of protected sex.
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Reynolds (2007) found that students who attend a public institution found the
facilities related to their major and the bookstore to be important in their enrollment
decisions; and differed from students attending a private institution. Reynolds also found
that students attending public institutions found it more important to see off-campus
residential facilities, facilities in their major, engineering and research labs, and
technology facilities than students attending a private institution. Students may have
found seeing these facilities more important because Reynolds noted that students
attending a public institution did not visit the institution as often as the students attending
a private institution.
Pike and Graunke (2015) also performed a study to examine the effects of both
institutional control and cohort characteristics to determine if these characteristics were
associated with retention rates. In performing their longitudinal study, Pike and Graunke
divided the characteristics they used in three categories: invariant characteristics (do not
change over time), time-varying characteristics, and time-varying cohort characteristics.
Institutional control fell under the invariant characteristics. Pike and Graunke found that
institutional control had no significant effects on retention. Jones and Braxton (2009) did
a comparison of institutions in their efforts to increase student retention rates. They
separated the work done by institutions by institutional control; public or private.
Although Jones and Braxton had the expectation that public institutions would engage in
more retention related activities because of their lower retention rates compared to their
private institution counterparts, this did not occur. Jones and Braxton found no
significant differences between public and private institutions in their engagement in
retention-related activities.
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Although Scott et al. (2006) did find that public four-year institutions had a lower
six-year graduation rate than private institutions, they found that public institutions are
able to produce more graduates on less funds. Based on their model, Scott et al.
identified that if public and private institutions had the same resources, the public
institutions would graduate slightly more students than the private institutions. Ishitani
and DesJardins (2002) looked at retention rates a little differently at private and public
institutions; they found that larger public institutions were better able to retain students
than smaller private institutions in certain instances. Ishitani and DesJardins identified
that students from private colleges with enrollments of less than 2,500 students were 77%
more likely to leave the institution in their third year versus attending a public institution
with more than 20,000 students. Ishitani and DesJardins also identified that public
institutions with over 20,000 students have half the dropout rate of private institutions
with enrollments between 2,500 to 9,999 students. Similar results have also been found in
a study on institutional characteristics and college student dropout risks by Chen (2012)
who stated “that institutions’ structural characteristics (size, selectivity, control) have
significant associations with student persistence/dropout” (p. 489).
Anstine (2013) performed a large data set analysis while looking at institutional
factors and their potential impact on graduation rates. Anstine’s study looked at data
from approximately 1,000 institutions in order to determine any relationships between
institutional characteristics and graduation rates. From Anstine’s study, one of the
outcomes he found was that private institutions had a 10 percent higher graduation rate
than their public counterparts. Private institutions having higher retention and graduation
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rates are outcomes that have been found by other researchers (Antley, 1999; Morrison,
2012; Ryan, 2004; Stephan, Rosenbaum, & Person, 2009).
Oseguera (2005) performed a large multi-institutional study looking at graduation
rates for different racial and ethnic groups. Oseguera pulled from a survey of over
60,000 students from over 300 institutions. Oseguera looked to determine if institutional
control played a role in determining the graduation rates for the different racial and ethnic
groups. Oseguera found that institutional type does play a role in the graduation rates for
different groups of students. One of the most common disparities were that Black and
Mexican students typically had lower graduation rates across all institutional types than
their White peers.
Pike, Smart, Kuh, and Hayek (2006) performed a study that looked at educational
expenditures and student engagement. Institutional control was one of the variables
looked at in determining if a relationship existed between funding and students engaging
in student engagement activities. Pike et al. (2006) found that there was a negative
association for seniors at public doctoral-research institutions and student engagement.
Pike et al. argued that this relationship may exist because faculty and administrators at
doctoral-research institutions may pay less attention to student engagement activities; a
by-product of doctoral-research institutions being complex organizations with a less
coordinated structure. In a similar study, Hu and Kuh (2002) also found students who
were enrolled in large research institutions as well as students enrolled at public
institutions were less engaged than their private institution counterparts. Overall, Hu and
Kuh (2002) concluded that “student engagement is a function of the interaction of student
and institutional characteristics” (p. 571).
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Volkwein and Sweitzer (2006) performed a study looking for links between
institutional characteristics and college reputation. Institutional control was one variable
that fell under their structural characteristics category. Volkwein and Sweitzer found that
institutional control, for liberal arts colleges, had a negative relationship with the prestige
of an institution. Overall, Volkwein and Sweitzer point out that their inclusion of
institutional control into their model was correct. Titus (2006) performed a study that
looked at low socioeconomic status of students and the influence that financial context
had on them. Although the larger point of Titus’s study was related to the power of
institutional expenditures and college completion, Titus did find that students with a
lower socioeconomic status were more likely to be enrolled at public institutions that
were less selective.
Studies that have looked at institutional type (two-year versus four-year) will also
be discussed in this section. Between institutional size, institutional control, and
institutional type, institutional type is the least researched of these three variables. Since
institutional characteristics studies typically look for relationships with retention and
graduation, it is not uncommon for researchers to look at a single type of institution and
not necessarily make comparisons between the multiple types of institutions. Also,
researchers appear to prefer looking at the Carnegie classification of institutions versus
looking at a distinction between two-year and four-year institutions. The remaining
studies of this section involve looking at the possible relationships between institutional
type and student health, grade expectations, the cost of a degree, and earnings.
Laska, Pasch, Lust, Story, and Ehlinger (2011) looked at the disparities in obesity
of 2- and 4-year students. Laska et al. found that students enrolled at 2-year institutions
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had higher obesity rates, watched more television, had less physical activity and a higher
intake of soda, fast food, and diet pills compared to their 4-year counterparts. For female
students attending 4-year colleges, these students engaged in unhealthy weight control
over their 2-year counterparts. Laska et al. found fewer discrepancies in male students
versus female students in the categories above. Berg et al. (2011) also performed a study
related to health behaviors at different types of institutions by looking at the smoking
rates and patterns between 2- and 4-year students. It was determined that 2-year students
had higher rates of smoking and their attitudes regarding smoking where less negative to
their 4-year counterparts (Berg et al., 2011). Berg et al. (2011) also found that 2-year
students were not as often “social smokers” and were less likely to quit smoking than
there 4-year counterparts.
McCann, Immel, Kadah-Ammeter, and Priniski (2013) performed a study that
looked at the grade expectations for students at different types of institutions. McCann et
al. looked at the expectations for students at technical, 2-, and 4- year colleges. McCann
et al. found that across all of the institution types, students in the first- and second-year
expected higher grades in their second-year versus the grades received in the first-year.
McCann et al. also found that university (4-year) students expected lower grades then
their 2-year and technical college peers.
One type of study that has compared institutional type has been studies that look
at costs associated with the different paths to a bachelor’s degree. Canché (2014) looked
to compare the student loan debt of students who took different institutional routes in
earning their bachelor’s degree. While one might assume that students who attend a 2year institution first will have less loan debt then their immediate 4-year counterpart that
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is not the result that Canché found. Instead, Canché found that for those students who
earned a degree, the debt was similar. The only difference in debt that was found by
Canché was for those students who did not complete their degree; students who took the
2-year path had lower loan debt than their 4-year counterparts.
Marcotte (2010) performed a study that looked at the earning effects of
community colleges. One outcome that Marcotte found was that students who enrolled in
a 4-year institution had a greater chance of finishing their degree versus student who
enrolled in a 2-year institution. Marcotte also found that for students who do not
complete a degree, there is no significant difference in earning for students who took
their courses at a 2- or 4-year institution.
The studies in this section have looked at the institutional characteristic of control,
indicating that relationships exist between institutional control and student health (Oswalt
et al., 2015), enrollment decisions (Reynolds, 2007), retention (Chen, 2012; Ishitani &
DesJardins, 2002), graduation rates (Anstine, 2013; Oseguera, 2005; Scott et al., 2006),
and student engagement (Hu & Kuh, 2002; Pike et al., 2006). However, some studies
showed that institutional control does not have a significant impact on retention (Jones &
Braxton, 2009; Pike & Graunke, 2014). This study attempts to indicate whether or not a
relationship exists between institutional control and customer service related financial aid
activities as these activities may impact student satisfaction which in turn determines
whether they will be retained or not (Bean, 1980). Studies looking at institutional type
discussed in this section indicate that relationships exist between institutional type and
student health (Berg et al., 2011; Laska et al., 2011), grade expectations (McCann, 2013),
student loan debt (Canché, 2014), and graduation (Marcotte, 2010). Thus, this study also
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attempts to indicate whether or not a relationship exists between institutional type and
customer related financial aid activities which may be impacting student outcomes.
Financial Aid Activities as Organizational Behavior
This section reviews studies that have looked at the institutional characteristics of
organizational behavior to support the use of customer service related financial aid
activities as the dependent variable of this study. Since policies, procedures, and office
operations fall under organizational behavior, the outcomes and arguments of these
studies will serve as a foundation into why the customer service-related activities of
financial aid offices may be a better dependent variable to look at over retention and
graduation. As with most institutional characteristics studies, many of the studies below
were looking for direct links to student outcomes; retention and graduation.
Ro et al. (2013) performed a study that looked at separating institutional
characteristics into two categories and their effect on student outcomes. Ro et al. viewed
the structural demographic characteristics (such as size, type, control), or organizational
behaviors, as having an indirect relationship to student outcomes while the operational
characteristics (administrative policies and operational practices and programs), or
organizational behaviors, had a more direct relationship (more powerful predictor) to
student outcomes. From their study, Ro et al. found that the structural demographic
characteristics were weak predictors of student outcomes. Ro et al. also found that the
operational characteristics did have greater explanatory power of student outcomes than
the structural demographic variables.
Nuñez (2009) performed a study that looked at a new public research institution
and the affect that organizational behavior has on various student outcomes. For the
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study, Nuñez divided up the independent variables into three categories: students’ entry
characteristics, organizational characteristics, and student experiences. The
organizational characteristics were variables that were both structural-demographic as
well as behavioral characteristics. Nuñez found that the organizational characteristics
had a relationship with several of the student outcomes and that organizational
characteristics were related to grade point average and academic development.
Gansemer-Topf and Schuh (2006) performed a study that looked at the effects
that organizational behavior has on graduation rates. Using the argument that
expenditures and admissions selectivity are considered behaviors (actions) of the
institution, Gansemer-Topf and Schuh measured these actions to retention and graduation
rates. Gansemer-Topf and Schuh found that, in this context, organizational behavior
(expenditures and admissions selectivity) did have a positive relationship with retention
and graduation rates. Gansemer-Topf and Schuh noted that their findings shed light on
the importance of organizational behavior (actions of the institution) and the need to
perform further research into organizational behavior to help with retention and
graduation.
One prominent framework in this area has been developed by Berger and Milem
(2000). As mentioned at the beginning of this chapter, Berger and Milem’s framework is
built on the concept that there are two distinct categories that institutional characteristics
fall under. While the first category is structural-demographic features, the second
category is organizational behavior dimensions. It is the latter category that is important
for this section on organizational behavior as Berger and Milems’s framework is built on
the idea that these organizational behavior variables will affect student outcomes.
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Berger and Milem (2000) identified organizational behavior dimensions as the
culture or climate of the institution. In addition, the culture of an institution may be
viewed as the activities that the institution engages in when dealing with students. This
would be a similar idea to Tinto’s (1975) work on his Student Integration Model, in that,
students will engage with departments on campus and form an opinion of the institution.
While retaining the student is important, it is also important to understand the actual
activities that the student is experiencing; the crux behind this particular study. In other
studies, Berger (2001) has emphasized the idea that the organizational behavior (an
institutional characteristic) of an institution is something that affects the entire campus
population and therefore organizational behavior is an important characteristic to
understand.
Berger (2000) also identified that various types of organizational environments
have differing impacts on students. Berger (2000) notes that weak, medium, and high
levels of varying organizational environments correspond to weak, medium, and high
levels of impact on student populations. Astin and Scherrei (1980), in an earlier study,
also identify that different administrative styles (similar to organizational environments)
affect student experiences and subsequently impact student retention outcomes. More
specifically, Astin and Scherrei (1980) identify specific administrative styles that have a
relationship with student retention. From their results, Astin and Scherrei (1980) found
the humanistic administrative style to have a positive relationship with retention while
bureaucratic administrative styles have a negative relationship with graduation.
Kuh (2002) put together an article that looked at organizational culture and the
theoretical impact that it plays on student persistence. Kuh’s argument was that
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organizational culture played a major role in creating positive student climates that
influence students to persist at the institution. Kuh also points out that the way in which
organizational culture is currently viewed assumes that colleges have the ability to impact
students; although Kuh does not directly point to financial aid operations impacting
students, he does suggest that campus policies and procedures do which could be viewed
as departmental operations.
The studies in this section support that the organizational behaviors of an
institution can have an impact on student outcomes as it relates to retention and
graduation rates (Astin & Scherrei, 1980; Berger & Milem, 2000; Gansemer-Topf &
Schuh, 2006; Kuh, 2001; Nuñez, 2009; Ro et al., 2012). The organizational behavior of
an institution reflects the customer service activities it provides. As noted by GansemerTopf and Schuh (2006), these customer service activities need to be further researched to
determine how they are impacting retention and graduation. Also, as noted by Berger
and Milem (2000), organizational behavior variables, such as customer service related
financial aid activities, will affect student outcomes. Thus, it is important to know what
customer service related financial aid activities are being administered at institutions.
Financial Aid Customer Service
Most studies on financial aid look at the financial aid programs being
administered by financial aid offices, but not the customer service related activities of
financial aid offices. This last section will review studies that have looked at customer
service specifically within the profession of financial aid as both financial aid
professionals and research indicates that customer service activities of financial aid
offices are important and need to be continually assessed (Anton & Baker, 1983; Keith,
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2005; Rodgers; 2003; TG, 2008). In addition, this section provides further validity as to
the use of customer service related financial aid activities as the dependent variable of
this study and will provide a foundation for understanding the customer service
component of this study when analysis of the data occurs.
Terkla and Pagano (1990) administered a survey to the graduating class of a
private four-year school to determine whether or not a student receiving financial aid has
an impact on the student’s level of satisfaction with the university. Terkla and Pagano
found that a student’s level of satisfaction with the university is not greatly impacted by
whether or not they receive financial aid.
A request made by a Director of Enrollment Services resulted in a study being
performed by the Department of Research & Evaluation at Macomb Community College
to evaluate the financial aid services being offered at the institution. The study included a
review of literature on financial aid services and prior financial aid studies at the college,
a review of alumni comments about financial aid, a study of financial aid processes at
similar colleges within the state in addition to some peer institutions in other states, a
random survey to financial aid applicants, and a survey of college administrators (Adams,
1995). The literature review of this study indicated that there was not an adequate
amount of documentation on financial aid services to be found. However, what they did
find in the literature indicated that having courteous financial aid staff that keep
administrators well informed in addition to efficiently processing student financial aid
information, along with evaluating student/parent opinions about financial aid services
being offered and collaborating with other campus departments, are important (Adams,
1995). Student comments collected by Adams (1995) agreed with the literature in that
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“they are concerned with availability, processing, qualifications, and service attitude” (p.
24). Additionally, student survey comments collected by Adams (1995) indicated that
the financial aid services could be improved by “adding phone lines and staff, providing
staff training, improving attitudes of staff, adding an office at Center Campus, and
improving timeliness of processing” (p. 49).
Rodgers (2003) performed a study to analyze student satisfaction levels with the
quality of financial aid services at a four-year public university. A student survey was
conducted to help determine how students rated the adequacy of information from the
financial aid office, the importance of getting information that explains financial aid and
the quality of service they receive when they visit the financial aid office or speak with
financial aid staff over the telephone (Rodgers, 2003). The overall purpose of Rodgers’
study was to determine student satisfaction levels with financial aid services and to
“identify ways to increase student satisfaction and strengthen institutional retention” (p.
56). In addition, Rodgers (2003) noted that “rude treatment was the most commonly
identified complaint among the qualitative data” (p. 56). As a result of the study,
Rodgers recommended an increase in the operating budget to allow the financial aid
office to continually use a variety of methods to educate students and families about
financial aid, increase the number of employees within the financial aid office to reduce
individual workloads, and provide adequate customer service training to financial aid
staff.
MacCallum (2008) used a combination of college descriptive data and financial
aid survey data collected out of a chancellor’s office at a community college, along with
data published by the U.S. Department of Education, to examine the correlations between
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the dependent and independent variables of a study. The four groups of independent
variables were comprised of 22 variables related to institutional support, 36 variables
related to financial aid service policies, 8 variables related to financial aid delivery, and
16 variables related to demographics of the community college district (MacCallum,
2008). The three dependent variables were enrollment rate, success rate, and retention
rate (MacCallum, 2008). Statistical program SPSS was used to perform multiple
stepwise regression analysis of the data. MacCallum (2008) found that financial aid
offices in the study were poorly integrated within the institution and that the offices did
not have the proper quantity or quality of staff, as the “need to upgrade staff was
negatively related to both the retention and success of aid awardees” (p. 24). This was
supported as the study showed that the number of financial aid applications processed per
financial aid staff member was negatively related to both the enrollment and success rates
of students receiving financial aid. MacCallum (2008) further indicated that there was a
definite need for training as “all colleges should consider their operation from a customer
service standpoint and implement improvements to make their financial aid programs
more student-friendly—through staff training” (p. 26).
Well, Short, Royal, and Watts (1987) conducted a research questionnaire at a
four-year public institution to examine the correlation between financial aid staff and the
perceptions students have of the financial aid office. Well et al. used student’s perception
of the reputation of financial aid services as the same dependent variable within five
research hypotheses. The independent variables used by Well et al. (1987) were “the
income level of parents, the application or lack of application for financial assistance
itself, the receipt or non-receipt of written financial aid explanatory materials, the reading
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of financial aid materials received, and the perceived attitude of the local financial aid
office staff toward student applicants” (p. 18). Well et al. (1987) indicate that they
limited their analyses of this study “to the problem of how the local office is viewed by
the client on a day-to-day basis in terms of the quality of services rendered to students”
(p. 17). The findings of the Well et al. study indicate that receiving information on
financial aid improved student perceptions; however, having to read information had a
negative impact on student perceptions. Additionally, Well et al. (1987) found that
“successful contact with the financial aid office is associated with more positive overall
perceptions regarding aid” (p. 23). Well et al. concluded that student contact and
information received by the financial aid office could impact student attitudes of the
financial aid office as they perceived whether staff was knowledgeable and/or concerned.
This, consequently, is an area that needs to be further researched.
In an article that addresses the impacting role of financial aid on college success,
Scott-Clayton (2015) discusses key lessons that she believes has come from decades of
financial aid research that lead to suggestions for policy reform and implications for
financial aid administrators. From looking at the available research on the effects of
financial aid, Scott-Clayton (2015) suggests that “students need more than information—
they need assistance walking through the application process” (p. 10). In addition,
Bettinger, Boatman, and Long (2013) found public institutions were not able to provide
the student support needed because they are insufficiently staffed (as cited in ScottClayton, 2015). To promote student success, one of the changes for federal policy reform
made in this study is to fund students based on the number of credits they take so that
students would be encouraged to enroll year-round.
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Anton and Baker (1983) shared some findings from student surveys that were
administered by the Office of Student Financial Aid at San Francisco State University.
The surveys were intended to evaluate the services of the office and to serve as “tools for
stimulating discussion of office services, enhancing office morale, and educating students
about the financial aid process” (Anton & Baker, 1983, p. 39). The main reason for
assessing student satisfaction with services of the office was to maintain and improve the
quality customer service in terms of office efficiency and treatment of students (Anton &
Baker, 1983). The authors believed that the survey results also served to satisfy the
desire of the staff to know how students rated the services they provided; if survey results
were positive office morale will increase and if survey results were negative, corrective
actions could be taken by management. The results of the survey indicated that although
financial aid was very important to students, they only wanted to know what they had to
do in order to get by. “Students learn just enough about financial aid to survive” (Anton
& Baker, 1983, p. 43). This is supported by the survey results that show a larger
percentage of students prefer to wait in line to use the front desk services as opposed to
calling the office, scheduling an appointment with a counselor, and reading the publicized
information on financial aid. In addition, the survey results showed that a large
percentage of students did not understand the registration process, and/or disbursement
and fee payment processes. The main recommendation from these survey results was to
improve services by providing more simplified one-page handouts during different stages
of the complicated financial aid process that improve the likelihood that students would
read the information to be better prepared.
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Adwere-Boamah (2015) believed that “the daunting task of the colleges is to
integrate socially and academically students with different needs, aspirations and
commitments into the institution to enable them to succeed” (p. 2). Thus, AdwereBoaman used Latent Class Analysis (LCA) to determine how the student service
programs of counseling, financial aid, health center, student programs, and student
government, were impacting student satisfaction. The purpose of the Adewere-Boaman
(2015) study was to apply “LCA to identify and characterize student satisfaction and
determine whether distinct groups or classes of college students could be identified based
on their self-reporting rating of satisfaction with selected college services” (p. 2).
Adwere-Boaman believed the model provided useful information about how students felt
about college services. A Likert-type questionnaire was used to survey 920 students in a
Northern California Community College. From the four classes of D-Factor #1 observed,
19% were very satisfied, 16% were relatively satisfied, 57% felt ambiguous and 8% were
very dissatisfied. In addition, Adwere-Boamah notes that the first class of D-Factor #2
students were satisfied with counseling and financial aid services but were ambiguous
about health services, and the second class of D-Factor #2 students were dissatisfied with
financial aid services.
The studies in this section support that customer service related financial aid
activities can have an impact on student attitudes and levels of satisfaction with the
institution (Adewere-Boaman, 2015; Rodgers, 2003; Royal, 1987; Terkla, 1990). In
addition, these studies have provided many recommendations on how financial aid
offices can improve the services they offer (Adams, 1995; Anton & Baker, 1983;
MacCallum, 2008; Rodgers, 2003; Scott-Clayton, 2015). Thus, it is important to find out
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what activities financial aid offices are performing to better understand how they impact
student satisfaction levels. As concluded by Royal et al. (1987), student contact
information received by the financial aid office could impact student attitudes of the
financial aid office as they perceive whether staff is knowledgeable and/or concerned.
Additionally, the ability of financial aid staff to show that they are knowledgeable by
providing accurate and complete information; and concerned by projecting a positive,
customer oriented attitude, were recommended in the findings of the studies in this
section as well (Adams, 1995; MacCallum, 2008; Rodgers, 2003; Royal et al., 1987).
This supports the two areas of customer service related financial aid activities this study
focuses on: 1) providing accurate and complete information, and 2) projecting a positive,
customer oriented attitude.
Chapter Summary
This literature review addressed the areas of institutional size, institutional
characteristics of control and type, financial aid activities as organizational behavior, and
financial aid customer service. Prior research has shown that there have been many
studies done in the area of institutional characteristics and their effect on student
outcomes; primarily retention and graduation rates (Anstine, 2013; Bailey et al., 2006;
Jones, 2010; Jones & Braxton, 2009; Mangold et al., 2003; Oseguera, 2005; Pike &
Graunke, 2015; Scott et al., 2006; Weissman, 1990). While there is a large range of
studies that have been done on institutional characteristics, three of the main
characteristics found in the literature are being addressed in this study; institutional size,
institutional control, and institutional type. These three characteristics are less flexible
than many of the other institutional characteristics that have been looked at. An
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important takeaway of the literature is that research on institutional characteristics has
found relationships with college retention and graduation rates, however, it is important
to note that the actual interactions between students and institutions are occurring during
the time between these two variables. This middle ground between these two variables
involves the operational tasks or service activities being performed that define the nature
and outcomes of student service interactions with the institution, referred to in this study
as customer service related financial aid activities. A study performed by MacCallum
(2005) looked at the characteristics of both the institution and the financial aid office to
examine how these characteristics related to student outcomes. This study follows suit
with the work done by MacCallum (2005), but changes the focus by looking at the effects
of institutional characteristics on the operational activities of the financial aid office. The
next chapter will present the methodology used to perform the study.

42

Chapter 3
Methodology
It is important for administrators of higher education to obtain a better
understanding of the relationship between institutional characteristics and customer
service related activities so that they can make better informed decisions that can impact
institutional retention and graduation rates. Studies have shown that institutional
characteristics can be poor predictors of student outcomes (Pascarella & Terenzini, 2005;
Ro el al., 2013) because there is too much activity that occurs between the institutional
characteristic and student outcomes to determine any type of relationship. Thus, this
study focused on examining the specific relationship between the customer service
related activities of financial aid offices and institutional characteristics.
Specifically, the purpose of this survey study was to examine the customer service
related activities of providing accurate and complete information and projecting a
positive customer-oriented attitude within financial aid offices, and their relationship to
the institutional characteristics of institutional size, institutional control, and institutional
type. By examining such characteristics, this study hoped to determine whether or not
the identified institutional characteristics are determinants of the customer service related
activities and begin to understand if customer service related financial aid activities are
influenced by institutional size, control, or type. The research methodology was
quantitative in design.
Research Design
Certain types of social research problems call for specific research designs
(Creswell, 2003). A quantitative approach is best if a study involves identifying variables
that influence outcomes, utilizes an intervention, or seeks to understand predictors of
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outcomes (Creswell, 2003). In addition, a quantitative approach is best to use when a
theory is being tested (Creswell, 2003). Thus, the research design of this study uses a
quantitative approach. Creswell (2003) stated that a quantitative approach:
is one in which the investigator primarily uses postpositivist claims for
developing knowledge (i.e., cause and effect thinking, reduction to specific
variables and hypotheses and questions, use of measurement and observation, and
the test of theories), employs strategies of inquiry such as experiments and
surveys, and collects data on predetermined instruments that yield statistical data.
(p. 18)
This study developed knowledge based on the expectancy theory by specifying the
research questions and collecting data to support or refute the research hypotheses.
Additionally, this study employed a survey as a strategy of inquiry that allowed for the
collection of data from a predetermined instrument. The experimental design of this
study used the survey to assess the opinions of financial aid professionals and the data
collected from the instrument allowed the researcher to measure the opinions so that they
could be analyzed using statistical procedures and hypothesis testing (Creswell, 2003).
Noting that a descriptive research design is the most widely used form of research
in adult education, this study utilizes a survey methodology which is also the most widely
used technique for collecting data in descriptive research (Merriam & Simpson, 2000).
Using a survey allowed the researcher to guide participants along specific lines of
thought associated with the study while gathering the needed information (Merriam &
Simpson, 2000). In addition, using the operational tasks associated with customer service
principles developed by the Texas Guaranteed Student Loan Corporation (TG) and
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outlined in their book Customer Service in Financial Aid, participants were surveyed to
determine if correlational relationships exist between the size, control, and type of
institution with the operational tasks in the financial aid office. Using the survey
developed by the researcher, data was collected and an analysis was performed to
examine whether or not institutional characteristics are determinants of customer service
related activities. In addition, the survey was used in a pilot test of this study.
Once the survey results were collected, they were reported based on one-way
ANOVA analysis to determine if correlational relationships exist. A one-way ANOVA is
“an analysis that includes only one independent variable with more than two levels”
(Hinkle, Wiersma, & Jurs, 2003, p. 737). Since this study utilizes one dependent variable
and three independent variables in which each independent variable has two or more
levels, this analysis can be used to answer the research questions. Survey results from
respondent institutions were compared against the institutional characteristics being
looked at to illustrate whether the survey results are indicative of the usage of customer
service related financial aid activities or not.
Research Context
This study investigated postsecondary institutions that are two-year focused, as
well as four-year, not to mention institutions that are both private and public. All of
which are located in nine states within the Unites States that are part of the Southern
Association of Student Financial Aid Administrators (SASFAA) region. All institutions
that are members of the SASFAA association were selected to participate. Two-year
institutions are those that offer an associate degree and are often referred to as community
colleges, and four-year institutions are those that offer a bachelor degree (Canché, 2014;
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Cohen & Brawer, 2003; Ehrenberg & Smith, 2004). Public colleges are owned by the
states and receive state funding to support their operations where private colleges are
privately funded and able to set their own policies and goals (Cohen & Brawer, 2003;
Schwarzenberger, 2008). The subjects were financial aid professionals employed within
the financial aid offices of these institutions. Financial aid professionals at these
institutions who are members of the SASFAA organization were notified via their
employee email address that they are being requested to participate in a research study.
Thus, subjects were a mixture of financial aid professionals in multiple positions within
the financial aid offices. Participation in the study was voluntary and participants were
able to complete the survey at any computer that had internet access. In addition,
financial aid offices are recognized by the U.S. Federal Government and by every U.S.
State Government as both federal and state legislators have passed hundreds of laws
pertaining to the administration of financial aid programs. These laws mandate that
institutions who participate in specific financial aid programs must maintain competent
individuals to administer financial aid programs. These individuals are known as
financial aid professionals.
Sampling Procedure
The sampling procedure utilized in this study was purposeful sampling.
According to Creswell (2013), purposeful sampling consists of ensuring that the
participants of the study are selected because they have experience with the topic being
studied. The survey used in this study was sent to financial aid professionals who have
experience with the customer service activities being examined in this study. Selecting
participants with this type of experience helped the researcher better understand the
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problem and research questions being asked.
Population
The overall population of this research study consisted of financial aid
professionals at colleges and universities that are members of the Southern Association of
Student Financial Aid Administrators (SASFAA). SASFAA was chosen because it is a
nationally recognized financial aid association made up of 1,187 members. With 1,187
members, a response rate of 14% is what is needed to obtain participant responses that
are statistically significant. To be a SASFAA member, an individual must have
administrative responsibility associated with the administration and support of student
financial aid in a postsecondary institution of higher education in Alabama, Florida,
Georgia, Kentucky, Mississippi, North Carolina, South Carolina, Tennessee or Virginia.
The participating organizations included colleges and universities in the nine states listed
in Table 1. These nine states are selected as only institutions that reside within these nine
states can be members of the SASFAA organization. Thus, the institutions selected for
this study are those who are current members of SASFAA for the 2016-2017 academic
year. The participants were financial aid professionals within these states who submit a
completed survey.

47

Table 1
SASFAA Membership Numbers by State
_________________________________
State

Number

_________________________________
Georgia

234

Florida

173

Tennessee

153

South Carolina

146

North Carolina

133

Virginia

131

Alabama

87

Kentucky

67

Mississippi
63
_________________________________
Total
1,187
0
Sample
A sample was taken from financial aid professionals employed at the colleges
indicated above during the 2016-2017 academic year. The population for this study
consisted of 156 or more responses from financial aid professionals who worked at an
institution of higher education during the 2016-2017 academic year. A minimum of 156
was selected to help ensure the data would be statistically significant. A sample size
power calculator known as G-Power was used to determine the appropriate number of
participants needed when designing a study to be analyzed with a One-Way ANOVA.
To obtain a power of 0.80 and to detect an effect size of 0.06, the G-Power program
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determined the study would need 156 individuals to participate. Once the researcher
witnessed saturation of the survey’s applicability of assessment the study ceased. A
purposeful sampling strategy was used to generate the data used in this study (Palinkas et
al., 2015). Palinkas et al. (2015) indicated that purposeful sampling is an identifying and
selecting technique that involves “identifying and selecting individuals or groups of
individuals that are especially knowledgeable about or experienced with a phenomenon
of interest” (p. 534). Also, Creswell (2009) added that “purposeful sampling is used so
that individuals are selected because they have experienced the central phenomenon” (p.
217). The survey used in this study was intended to recruit eligible participants from
those employed in financial aid offices. In addition, only the data from financial aid
professionals who have been employed for two or more years in financial aid was used.
The reason for this is that the survey questions ask about important customer service
related activities that require a base knowledge and experience of the financial aid
profession in order to adequately answer the research questions. Criterion sampling,
which is a form of purposive sampling, was used to identify colleges within the
population that meet specific criteria instead of employing a random sample to represent
the population in fear of dismal return rates for online surveys. In addition, the criteria
for selection included selecting colleges identified as either 2-year or 4-year colleges,
selecting colleges identified as either private or public colleges, and selecting colleges
willing to participate in the study.
Data Collection
Approval was received from the University of Memphis Institutional Review
Board (IRB) before conducting this study (see Appendix A). This study was carried out
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through the following procedures. Data collection began and was completed during the
months of November and December of 2016. The umSurvey provided by Qualtrics at the
University of Memphis was used to create, distribute and analyze survey results.
Financial aid professionals at the institutions within the SASFAA region were contacted
via email to inform them about the survey with instructions. An email describing the
purpose of the research was sent out via the SASFAA listserv which is used by the
organization to send out mass emails to all current members requesting their participation
(Appendix B). A hyperlink within the Financial Aid Employee Survey further explained
the background and rationale of the study (Appendix C). Respondents were assured that
neither their personal identity nor the identity of their school would be released in the
dissertation. Participants were asked to complete the survey within one week.
Participants were sent a follow-up email from the researcher requesting their participation
three weeks following the initial survey request.
Independent Variables
This study used four types of independent variables: demographic, institutional
size, institutional control, and institutional type. Demographic variables used in this
study are gender, age, and years worked. Gender is a categorical variable and
participants were identified as either male or female. In this study, age and years worked
are both continuous variables and measured in years. Institutional size is a continuous
variable and was defined as the headcount of students enrolled at an institution for the
2015-2016 academic year. Institutional size was grouped into the following categories;
less than 5,000 is small, between 5,000 and 10,000 is medium, and greater than 10,000 is
large. Institutional control is a categorical variable and institutions were identified as
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either public or private. Institutional type is also a categorical variable and institutions
were identified as either 2-year institutions or 4-year institutions.
Dependent Variables
Dependent variables can change based on the presence or modification of an
independent variable (as cited in Merriam & Simpson, 2000). This study is looking to
see if differences in the independent variables influence changes in the two interval
dependent variables in this study, referred to as customer service related financial aid
activities. The two dependent variables of this study are providing accurate and complete
information, and projecting a positive, customer-oriented attitude. Due to the fact that
financial aid processionals are in the information business, the need to provide accurate
and complete information is a major principle of customer service for financial aid
offices (TG, 2008). The dependent variable, providing accurate and complete
information, was used to measure the level at which financial aid offices are engaged in
providing services having to do with providing accurate and complete information.
When facing complicated situations, students prefer to receive services from
competent staff that smile, are courteous, and seem sincerely interested in meeting their
needs (TG, 2000). Thus, the second dependent variable in this study is projecting a
positive, customer-oriented attitude. This variable was used measure the level at which
financial aid offices are engaged in projecting a positive, customer-oriented attitude while
providing services. Both levels were determined by questions on the survey instrument.
The survey instrument was used to determine the level of services using a Likert format
with the following response options: 1) strongly agree; 2) somewhat agree; 3) neither
agree nor disagree; 4) somewhat disagree; or 5) strongly disagree.
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Hypothesis
There is an indication in higher education that customer service can affect
institutional retention and graduation rates (TG, 2008). However, to date, there has been
little empirical research that has examined this relationship. Institutional administrators
are responsible for overseeing how customer services activities are being administered.
Thus, it is important for them to know whether or not institutional characteristics are
inadvertently impacting the customer service activities of the institution. The purpose of
this survey study was to examine the customer service related activities of providing
accurate and complete information and projecting a positive customer-oriented attitude
within financial aid offices, and their relationship to the institutional characteristics of
institutional size, institutional control, and institutional type. Examining this relationship
can help determine whether or not the identified institutional characteristics are
determinants of the customer service related activities. In addressing this relationship
between customer service activities and institutional characteristics, six research
questions were used to guide the study.
Hypothesis 1. Research question 1 states: What is the correlational relationship
between institutional size and financial aid offices providing accurate and complete
information?
H1o: There is no relationship between institutions of different sizes and the usage
of activities related to providing accurate and complete information to students.
H1a: There is a relationship between institutions of different sizes and the usage of
activities related to providing accurate and complete information to students.
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Hypothesis 2. Research question 2 states: What is the correlational relationship
between institutional size and financial aid offices projecting a positive customer-oriented
attitude?
H2o: There is no relationship between institutions of different sizes and the usage
of activities related to projecting a positive customer-oriented attitude.
H2a: There is a relationship between institutions of different sizes and the usage
of activities related to projecting a positive customer-oriented attitude.
Hypothesis 3. Research question 3 states: What is the correlational relationship
between institutional control and financial aid offices providing accurate and complete
information?
H3o: There is no relationship between institutions of different types and the usage
of activities related to providing accurate and complete information to students.
H3a: There is a relationship between institutions of different types and the usage
of activities related to providing accurate and complete information to students.
Hypothesis 4. Research question 4 states: What is the correlational relationship
between institutional control and financial aid offices projecting a positive customeroriented attitude?
H4o: There is no relationship between institutions of different types and the usage
of activities related to projecting a positive customer-oriented attitude.
H4a: There is a relationship between institutions of different types and the usage
of activities related to projecting a positive customer-oriented attitude.
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Hypothesis 5. Research question 5 states: What is the correlational relationship
between institutional type and financial aid offices providing accurate and complete
information?
H5o: There is no relationship between institutions of different control and the
usage of activities related to providing accurate and complete information to
students.
H5a: There is a relationship between institutions of different control and the usage
of activities related to providing accurate and complete information to students.
Hypothesis 6. Research question 6 states: What is the correlational relationship
between institutional type and financial aid offices projecting a positive customeroriented attitude?
H6o: There is no relationship between institutions of different control and the
usage of activities related to projecting a positive customer-oriented attitude.
H6a: There is a relationship between institutions of different control and the usage
of activities related to projecting a positive customer-oriented attitude.
Instrumentation
The researcher determined a questionnaire was the most efficient method to reach
financial aid professionals in the SASFAA region. Merriam and Simpson (2000) stated
“an advantage of using questionnaires to conduct research is the opportunity for careful
construction and validation of questions in advance of conducting the study” (p. 71). The
instrument in this study was used to employ and modify some of the top customer service
principles and practices created by the Texas Guaranteed Student Loan Corporation (TG).
Between 2002 and 2007, representatives for the TG Speakers Bureau went to 12 different
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states and conducted 56 “Crafting the Keys” workshops that included nearly 2,200
financial aid and institutional administrators at 4-year and 2-year institutions (TG, 2008).
During the workshops, financial aid and institutional administrators were instructed to
use Raisman’s principles of customer service in higher education in order to define what
they believe to be the keys to outstanding customer service (TG, 2008). The combined
information was reviewed and evaluated to identify the top customer service principles
and related best practices created by TG. These customer service principles and best
practices have been modified into statements for use in the researcher created survey
called the Financial Aid Employee Opinion Survey used in this study (Appendix D).
The survey was sent to financial aid professionals at a 2-year public, 2-year
private, 4-year public, and 4-year private institutions as part of a pilot study. The
instrument in this study will present statements to which the participants will answer in
Likert format with response options of strongly agree, somewhat agree, neither agree or
disagree, somewhat disagree, and strongly disagree. These answer options were coded
from 1 (agree) to 5 (disagree) for statistical analysis. The instrument statements
presented the component items and/or evidence to the participant and asked the
participant to evaluate the existence of the element within the financial aid office. The
coding process allowed analysis to indicate whether the answer choices indicated a
correlational relationship or not.
Validity and Reliability
Roberts (2010) noted that “validity is the degree to which your instrument truly
measures what it purports to measure and reliability is the degree to which your
instrument consistently measures something from one time to another” (p. 151). In
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addition, a survey is the most common method used for gathering data in descriptive
research (Merriam & Simpson, 2000). Strengths of descriptive research are that it
produces concise data that are representative, it allows researchers to examine
relationships, and it is exploratory in nature (Merriam & Simpson, 2000). The main
disadvantage of descriptive research is that is lacks descriptive power (Merriam &
Simpson, 2000).
With over 16 years of experience as a financial aid professional at 4 different
institutions, and over 10 of those years as a Director of Financial Aid at 3 institutions, in
addition to the thorough review of the literature, the researcher was unable to locate a
survey instrument that would adequately measure the variables and concepts of this
study. Thus, the researcher chose to create a survey instrument for this study. However,
it is important to note that the statements used in the survey were created by modifying
the operational tasks associated with 2 of the 10 principles that emerged from 56
“Crafting the Keys” workshops that occurred over 6 years in 12 different states and
included nearly 2,200 financial aid and institutional administrators at 4-year and 2-year
institutions developed by the Texas Guaranteed Student Loan Corporation (TG) and
outlined in their book Customer Service in Financial Aid (TG, 2008). These operational
tasks identify best practices that can be put into place to impact customer service. The
intent of this survey is to be able to determine whether or not, and at what level, financial
aid offices are actually implementing these operational tasks. For example, one of the
operational tasks identified by TG (2008) under the principle of providing accurate and
complete information is stated as: “Simplify your aid process. Review your processes
from the student’s perspective and revise them as necessary to be accurate, efficient, and
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easy to follow” (p. 18). This statement was modified on the survey and stated as: we
simplify our aid processes. These modified statements were rated by financial aid
professionals who took the survey. In addition, Roberts (2010) states that “when
developing items for your instrument, it is critical that you align the items with your
research questions to ensure that all research variables are adequately covered in you
instrument” (p. 152). TG’s operational tasks are aligned to the customer service
principles being used in this study to help ensure that the research variables are being
sufficiently covered in the survey.
The type of survey questionnaire used in this study was a closed questionnaire.
Meriam and Simpson (2000) note that a closed questionnaire will force the participant
being surveyed to select one of the responses provided for on the survey. In addition,
pre-categorization of the data on the survey will make it easier to analyze (Meriam &
Simpson, 2000). Merriam and Simpson (2000) noted that the questions raised by Borg et
al. (1993) “reflect upon the validity of the questionnaire and ultimately upon the data
collected through its use” (p. 148). Thus, as cited in Merriam and Simpson (2000), the
following questions were used to evaluate the survey used in this study:
1. Was the questionnaire pretested?
2. Did the questionnaire include any leading questions?
3. Were any psychologically threatening questions included in the questionnaire?
4. Were the subjects who received the questionnaire likely to have the
information requested?
5. What percentage of the subjects responded to the questionnaire?
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6. What steps were taken to contact the non-respondents, and how many
ultimately responded? (p. 148)
To further help address the validity and reliability of this study, the survey was
used in a pilot test.
Data Analysis
Frequencies and percentages were provided for all research questions. One-way
analysis of variance (ANOVA) was used to test the six null hypotheses as there was only
one independent variable for each question and the data collected were interval. Oneway analysis of variance (ANOVA) was used to compare the usage of customer service
related activities by institutional size, institutional control, and institutional type. It is
important to recognize the three underlying assumptions of ANOVA. Hinkle et al.
(2003) states “the importance of the assumptions being met lies in the appropriate use of
the F distribution as the sampling distribution for testing the null hypothesis” (p. 344).
The first assumption is that the samples are randomly and independently selected from
the population which is related to the way in which the data used is selected, the second
assumption is that the distribution of dependent variables are normal distributions, and
the third assumption is that all distributions have the same variance and same standard
deviation which is known as the homogeneity of variance assumption (Hinkle et al.,
2003). A statistical significance of 0.05 was utilized in this study. When the significance
level was less than 0.05, the null hypothesis was rejected. Once the data was collected,
the researcher downloaded the data from Qualtrics and imported the data into the
Statistical Package for the Social Sciences (SPSS) to complete the ANOVA and compute
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the test statistic. The test results generated descriptive statistics that included means and
variances of the three independent variable groups, along with the mean and variance of
the total population. The distributions of scores for the three groups are further illustrated
in this study.
“In ANOVA, hypotheses are formulated about the means of the groups on the
dependent variable” (Hinkle et al., 2003, p. 333). In this study, the financial aid
professionals ratings of customer service activities represent the dependent variable.
There are two different types of customer service activities being examined within the
dependent variable of this study. “Changes in the dependent variable in ANOVA are, or
are presumed to be, the result of changes in the independent variable” (Hinkle et al.,
2003, p. 334). Thus, the researcher hypothesized that the mean ratings on the customer
service related financial aid activities would be the same for each institution. The p-value
(sig) being less than 0.05 served as the criterion for rejecting this hypothesis. Stated
another way, the null hypothesis for this study is that the population means for the
institutions, grouped by the three institutional characteristics of this study, are equal
(Hinkle et al., 2003). “The alternate hypothesis is that at least one population mean
differs from the other population means” (Hinkle et al., 2003, p. 334). “The procedure
for testing this null hypothesis against the alternative hypothesis is precisely what its
name implies: analysis of the variance of the scores on the dependent variable” (Hinkle
et al., 2003, p. 334). “In this analysis, the total variation of the ratings is partitioned into
two components. The two component parts are (1) the variation of the ratings within the
K groups and (2) the variation between the group means and the mean of the total group
(grand mean)” (p. 334). K is the number of levels within the independent variables
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(Hinkle et al., 2003).
Pilot Testing
The instrument was pilot-tested during the investigator’s completion of his
residency research project in the summer of 2016. The subjects of this study were
financial aid professionals employed within the financial aid offices that were members
of the Tennessee Association of Student Financial Aid Administrators (TASFAA)
organization during the 2015-2016 academic year. They were notified through the
TASFAA listserv via their employee email address with a request to participate in the
research study. A total of 58 responses from those who participated in the pilot test were
used in the data analysis.
The results of this pilot study regarding institutional size indicated that there was
not a significant difference between the size of an institution and the customer service
activities of providing accurate and complete information or the customer service
activities of projecting a positive, customer-oriented attitude.
Likewise, the results of the pilot study regarding institutional control indicated
that there was not a significant difference between the control of an institution and the
customer service activities of projecting a positive, customer-oriented attitude. However,
two out of the five activities of providing accurate and complete information were
significantly different based on institutional control. These activities were placing the
most qualified staff on the front line and encouraging them to deal directly with
customers on a regular basis, and simplifying their aid process by reviewing them from
the student’s perspective and revising them when necessary (TG, 2008). Thus, these
could be considered customer services that administrators could focus on reviewing at
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their respective institutions.
Furthermore, the results of the pilot study regarding institutional type indicated
that there was not a significant difference between the type of an institution and the
customer service activities of projecting a positive, customer-oriented attitude. However,
one out of the five activities of providing accurate and complete information was
significantly different based on institutional type. This activity was simplifying their aid
process by reviewing them from the student’s perspective and revising them when
necessary (TG, 2008). It is interesting to note that the responses to this activity were
significantly different for both institutional type and institutional control.
In conclusion, the above served as only recommendations based on the significant
differences found within the pilot study survey results. They are not conclusive as more
research on many more institutional characteristics and customer service activities needs
to be performed. However, the pilot study did indicate that significant relationships can
exist between institutional characteristics and customer service activities.
Chapter Summary
This study was designed to examine the relationship between institutional
characteristics and the usage of customer service related financial aid activities. Prior
research indicated the need for further study of customer service in higher education
(Bowden, 2011; TG, 2008). The goal of this study is to contribute to the research on
customer service in higher education and to provide administrators with suggestions for
policies and procedures for improving customer service activities in higher education. In
addition, this researcher hopes that other institutional administrators find that the survey
tool used in this study may also be used as a self-assessment tool for their institution.
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The final two chapters of this study will focus on the results of the survey research. The
survey data was analyzed to answer the six research questions regarding the relationship
between institutional characteristics and customer service related financial aid activities.
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Chapter 4
Results
The purpose of this study was to explore the customer service related activities
within financial aid offices and their relationship with institutional characteristics. Data
was collected to identify how financial aid professionals perceived their institution’s
customer service related activities within the financial aid office and to assess the level of
services being offered among different institutions. Frequency data for all research
questions is made available in appendices E through J.
Six questions guided this analysis: 1) What is the correlational relationship
between institutional size and financial aid offices providing accurate and complete
information? 2) What is the correlational relationship between institutional size and
financial aid offices projecting a positive customer-oriented attitude? 3) What is the
correlational relationship between institutional control and financial aid offices providing
accurate and complete information? 4) What is the correlational relationship between
institutional control and financial aid offices projecting a positive customer-oriented
attitude? 5) What is the correlational relationship between institutional type and financial
aid offices providing accurate and complete information? 6) What is the correlational
relationship between institutional type and financial aid offices projecting a positive
customer-oriented attitude?
Population/Demographic Results
Of the 1,187 financial aid professionals contacted, 244 responded, providing a
21% response rate. However, only 182 responses (15%) were used in the data analysis as
incomplete surveys and participants with less than two years of financial aid experience
were not used.
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Section 1 of the survey collected demographic information that was made up of 6
fixed-choice questions regarding years worked in financial aid, job title, gender, size of
institution, institutional type, and institutional control.
Demographic Profile. Of the population of financial aid professionals within the
SASFAA organization, 244 responses were collected. A total of 62 responses were not
used because they were incomplete or because the respondent indicated they had worked
less than two years in financial aid. The respondents used in the data analysis included
133 females (73%), and 49 males (27%). Respondents grouped themselves into one of
the four categories of job titles including: Director, Assistant Director, Associate Director,
and Dean (n = 121, 66%); Financial Aid Specialist, Coordinator, and Technical (n = 26,
14%); Financial Aid Counselor, and Advisor (n = 27, 15%); and Other (n = 8, 5%).
Table 2 provides an overview of the job titles by gender. Column 1 displays the
job title category of the respondent and columns 2 and 3 display the gender of the
respondent. Female responders to the survey were predominant in director, assistant
director, associate director, and dean (n = 83), financial aid specialist, coordinator, and
technical (n = 22), financial aid counselor, and advisor (n = 20), and other (n = 5).

64

Table 2
Respondents Job Title by Gender
Job Title
Director, Assistant Director, Associate
Director, and Dean

Male

Male %

Female

Female %

37

20%

83

46%

Financial Aid Specialist, Coordinator, and
Technical

3

2%

22

12%

Financial Aid Counselor, and Advisor

6

3%

20

11%

Other

3

2%

5

3%

Respondents were asked to indicate how many years they had worked in financial
aid. Possible answers were divided into three categories: greater than two years and less
than five years = 15%; greater than five years and less than 10 years = 30%; and greater
than 10 years = 55%. More than 55% of the respondents in this study reported to have
worked in financial aid for 10 or more years. Table 3 shows the number of years the
participants had worked in financial aid at the time of the survey. Column 1 shows the
number of years the respondents have worked in financial aid. The number of
respondents in that range is shown in the frequency column. The percentage is each
frequency divided by the total number of respondents.
Table 3
Respondents’ Years Worked in Financial Aid
Years Worked in Financial Aid
> 2-years and < 5-years

Frequency
28

Percentage
15%

> 5-years and < 10-years

55

30%

> 10-years

99

55%
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Respondents were also asked what size classification best described their
institution. Possible answers were divided into three categories: Fall 2015 enrollment
less than 5,000 = 47%; Fall 2015 enrollment greater than 5,000 and less than 10,000 =
24%; and Fall 2015 enrollment greater than 10,000 = 29%. More than 47% of the
respondents in this study reported to work at institutions with a Fall 2015 enrollment of
less than five thousand. Table 4 shows the size classification of institutions at the time of
the survey. Column 1 shows the size classification of institutions. The number of
respondents in that range is shown in the frequency column. The percentage is each
frequency divided by the total number of respondents.
Table 4
Institutional Size
Size Classification
Fall 2015 enrollment < 5,000

Frequency
85

Percentage
47%

Fall 2015 enrollment > 5,000 and < 10,000

43

24%

Fall 2015 enrollment > 10,000

54

29%

Table 5 provides an overview of institutions by type. Potential responses were
divided into two categories: 2-year institution = 32%; and 4-year institution = 68%.
More than 68% of the respondents in this study reported to work at four-year institutions.
Table 5 shows the Type classification of institutions at the time of the survey. Column 1
shows the type classification of institutions with the number of respondents in that range
shown in the frequency column. The percentage is each frequency divided by the total
number of respondents.
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Table 5
Institutional Type
Type Classification
2-year institution
4-year institution

Frequency
59

Percentage
32%

123

68%

In Table 6, an overview of institutions by control as potential responses were
divided into two categories: public = 65%; and private = 35%. More than 65% of the
respondents in this study reported to work at a public institution. Table 6 also shows the
control classification of institutions at the time of the survey with column 1 showing the
control classification of institutions. The number of respondents in each range is shown
in the frequency column and the percentage calculated by dividing the frequency by the
total number of respondents.
Table 6
Institutional Control
Control Classification
Public

Frequency
119

Percentage
65%

Private

63

35%

Research Question 1
What is the correlational relationship between institutional size and financial aid
offices providing accurate and complete information?
The following Survey Statements applied to Research Question 1.
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Table 7
Survey Statements Related to Research Question 1
Statement Number
1

Survey Statements
We place the most qualified staff on the front line.

2

We hire and train the best staff possible.

3

We provide clear messages for students.

4

We simplify our aid processes.

5

We implement a user friendly Web site and keep it current.

A One-way Analysis of Variance (ANOVA) statistical test was performed on each
of the statements related to providing accurate and complete information to test the
hypotheses that the mean of the survey responses for each question is the same for the
three groups of institutional size (less than 5,000; between 5,000 and 10,000; and greater
than 10,000 = 3). Levene’s Statistic was utilized to test whether the assumption of
homogeneity of variances was met.
For Statement 1, the Sig. value for Levene’s Statistic of .127 was greater than
alpha value of .05. Thus, the test for homogeneity of variances was met where F(2, 179)
= 2.084, p > .05. The ANOVA results shown in Table 8 were examined to test for
differences between the groups and Statement 1. The Sig. value of .742 was greater than
the alpha value of .05 indicating that there is not a difference between the groups of
institutional size and the difference is not statistically significant where F(2, 179) = .299,
p > .05. This means the results support that the size of an institution does not
significantly impact whether or not a financial aid office provides accurate and complete
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information by placing the most qualified staff on the front line.
Table 8
Q1 ANOVA Results: Size and Statement 1

Between Groups
Within Groups
Total

SS
1.063
318.299
319.363

df
2
179
181

MS
.532
1.778

F
.299

Sig.
.742

For Statement 2, the Sig. value for Levene’s Statistic of .295 was greater than
alpha value of .05. Thus, the test for homogeneity of variances was met where F(2, 179)
= 1.228, p > .05. The ANOVA results shown in Table 9 were examined to test for
differences between the groups and Statement 2. The Sig. value of .208 was greater than
the alpha value of .05 indicating that there is not a difference between the groups of
institutional size and the difference is not statistically significant where F(2, 179) =
1.583, p > .05. This means the results support that the size of an institution does not
significantly impact whether or not a financial aid office provides accurate and complete
information by hiring and training the best staff possible.
Table 9
Q1 ANOVA Results: Size and Statement 2

Between Groups
Within Groups
Total

SS
3.709
209.703
213.412

df
2
179
181

MS
1.855
1.172

F
1.583

Sig.
.208

For Statement 3, the Sig. value for Levene’s Statistic of .654 was greater than
alpha value of .05. Thus, the test for homogeneity of variances was met where F(2, 179)
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= .425, p > .05. The ANOVA results shown in Table 10 were examined to test for
differences between the groups and Statement 3. The Sig. value of .481 was greater than
the alpha value of .05 indicating that there is not a difference between the groups of
institutional size and the difference is not statistically significant where F(2, 179) = .736,
p > .05. This means the results support that the size of an institution does not
significantly impact whether or not a financial aid office provides accurate and complete
information by providing clear messages for students.
Table 10
ANOVA Results: Size and Statement 3

Between Groups
Within Groups
Total

SS
.996
121.098
122.093

df
2
179
181

MS
.498
.677

F
.736

Sig.
.481

For Statement 4, the Sig. value for Levene’s Statistic of .481 was greater than
alpha value of .05. Thus, the test for homogeneity of variances was met where F(2, 179)
= .743, p >.05. The ANOVA results shown in Table 11 were examined to test for
differences between the groups and Statement 4. The Sig. value of .331 was greater than
the alpha value of .05 indicating that there is not a difference between the groups of
institutional size and the difference is not statistically significant where F(2, 179) = 1.112,
p > .05. This means the results support that the size of an institution does not
significantly impact whether or not a financial aid office provides accurate and complete
information by simplifying their aid processes.
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Table 11
Q1 ANOVA Results: Size and Statement 4

Between Groups
Within Groups
Total

SS
1.789
144.019
145.808

df
2
179
181

MS
.894
.805

F
1.112

Sig.
.331

For Statement 5, the Sig. value for Levene’s Statistic of .547 was greater than
alpha value of .05. Thus, the test for homogeneity of variances was met where F(2, 179)
= .606, p > .05. The ANOVA results shown in Table 12 were examined to test for
differences between the groups and Statement 5. The Sig. value of .241 was greater than
the alpha value of .05 indicating that there is not a difference between the groups of
institutional size and the difference is not statistically significant where F(2, 179) =
1.433, p > .05. This means the results support that the size of an institution does not
significantly impact whether or not a financial aid office provides accurate and complete
information by implementing a user friendly Web site and keeping it current.
Table 12
Q1 ANOVA Results: Size and Statement 5

Between Groups
Within Groups
Total

SS
1.789
144.019
145.808

df
2
179
181
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MS
.894
.805

F
1.112

Sig.
.331

The ANOVA p-values (sig’s) for all 5 statements were greater than .05. Thus, we
fail to reject the null and conclude that the results are not significant. The responses to
the survey questions on providing accurate and complete information did not differ based
on institutional size.
Research Question 2
What is the correlational relationship between institutional size and financial aid
offices projecting a positive customer-oriented attitude?
The following Survey Statements applied to Research Question 2.
Table 13
Survey Statements Related to Research Question 2
Statement Number
6

Survey Statements
We include customer service in the office mission statement.

7

We provide a friendly and welcoming professional environment.

8

We use positive language.

9

We deal with difficult situations in a positive way.

A One-way Analysis of Variance (ANOVA) statistical test was performed on each
of the statements related to projecting a positive customer-oriented attitude to test the
hypotheses that the mean of the survey responses for each question is the same for the
three groups of institutional size (less than 5,000; between 5,000 and 10,000; and greater
than 10,000 = 3). Levene’s Statistic was utilized to test whether the assumption of
homogeneity of variances was met. If homogeneity of variance was not met, then a
robust test of equality of means was performed to further confirm whether or not the
results were significant. In addition, because a difference was found among the three
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groups in one of the tests, a Games-Howell post hoc test in SPSS was used to find out
which specific groups differ.
For Statement 6, the Sig. value for Levene’s Statistic of .019 was less than alpha
value of .05. Thus, the test for homogeneity of variances was not met where F(2, 179) =
4.056, p < .05. The ANOVA results shown in Table 14 were examined to test for
differences between the groups and Statement 6. However, because the assumptions
underlying use of analysis of variance was not met a robust test of equality of means was
performed. The Robust Tests of Equality of Means table shown in Table 15 was
examined to test for differences between the groups and Statement 6. The Sig. value
of .010 was less than the alpha value of .05 indicating that there is a difference between
the groups of institutional size and the difference is statistically significant where F(2,
101.407) = 4.868, p < .05. This means the results support that the size of an institution
significantly impacts whether or not a financial aid office projects a positive customeroriented attitude by including customer service in the office mission statement. Also, the
Tests of Between-Subjects Effects table shown in Table 17 revealed that the results were
significant with a Sig. value of .013, which is less than alpha value .05, further indicating
that the size of the institution explains 4.7% of the variance in the dependent variable
(including customer service in the office mission statement). In addition, the results of
the Games-Howell post hoc test found in the Multiple Comparisons table shown in Table
16 were reviewed. A Sig. value of .006, which is less than alpha value .05 and
statistically significant, was found between institutions with an enrollment of less than
5,000 and institutions with an enrollment of greater than 10,000. None of the other post
hoc test results were statistically significant.
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Table 14
Q2 ANOVA Results: Size and Statement 6
SS
19.728
396.365
416.093

Between Groups
Within Groups
Total

df
2
179
181

MS
9.864
2.214

F
4.455

Sig.
.013

Table 15
Q2 Robust Results for Statement 6

Welch

Statistica
4.868

df1
2

df2
101.407

Sig.
.010

Table 16
Q2 Between-Subjects Effects Results for Statement 6
Source
Corrected
Model
Intercept
Q6_Size
Error
Total
Corrected Total

Type III SS

df

MS

F

Sig.

19.728a

2

9.864

4.455

.013

Partial Eta
Squared
.047

709.328
19.728
396.365
1239.000
416.093

1
2
179
182
181

709.328
9.864
2.214

320.335
4.455

.000
.013

.642
.047

74

Table 17
Q2 Multiple Comparisons Results for Statement 6
(I) What size
classification best
describes your
institution?

Fall 2015 enrollment <
5,000

Fall 2015 enrollment >
5,000 and < 10,000

Fall 2015 enrollment >
10,000

(J) What size
classification best
describes your
institution?
Fall 2015 enrollment
> 5,000 and < 10,000
Fall 2015 enrollment
> 10,000
Fall 2015 enrollment
< 5,000
Fall 2015 enrollment
> 10,000
Fall 2015 enrollment
< 5,000
Fall 2015 enrollment
> 5,000 and < 10,000

Mean
Difference
(I-J)

Std. Sig.
Error

.46

.294

95%
Confidence
Interval
Lower Upper
Bound Bound
.269 -.24
1.16

.76*

.242

.006

.18

1.33

-.46

.294

.269

-1.16

.24

.30

.296

.578

-.41

1.00

-.76*

.242

.006

-1.33

-.18

-.30

.296

.578

-1.00

.41

For Statement 7, the Sig. value for Levene’s Statistic of .004 was less than alpha
value of .05. Thus, the test for homogeneity of variances was not met where F(2, 179) =
5.751, p < .05. The ANOVA results shown in Table 18 were examined to test for
differences between the groups and Statement 7. However, because the assumptions
underlying use of analysis of variance was not met a robust test of equality of means,
shown in Table 19, was performed which further confirmed the results were not
significant with a Sig value of .131 which is greater than alpha value .05. This means the
results support that the size of an institution does not significantly impact whether or not
a financial aid office projects a positive customer-oriented attitude by providing a
welcoming professional environment.
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Table 18
Q2 ANOVA Results for Statement 7

Between Groups
Within Groups
Total

SS
4.715
182.801
187.516

df
2
179
181

Mean Square
2.358
1.021

MS
2.309

Sig.
.102

Table 19
Q2 Robust Results for Statement 7

Welch

Statistica
2.071

df1
2

df2
100.021

Sig.
.131

For Statement 8, the Sig. value for Levene’s Statistic of .971 was greater than
alpha value of .05. Thus, the test for homogeneity of variances was met where F(2, 179)
= .030, p > .05. The ANOVA results shown in Table 20 were examined to test for
differences between the groups and Statement 8. The Sig. value of .172 was greater than
the alpha value of .05 indicating that there is not a difference between the groups of
institutional size and the difference is not statistically significant where F(2, 179) =
1.775, p > .05. This means the results support that the size of an institution does not
significantly impact whether or not a financial aid office projects a positive customeroriented attitude by using positive language.
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Table 20
Q2 ANOVA Results for Statement 8

Between Groups
Within Groups
Total

SS
6.153
310.183
316.335

df
2
179
181

MS
3.076
1.733

F
1.775

Sig.
.172

For Statement 9, the Sig. value for Levene’s Statistic of .000 was less than alpha
value of .05. Thus, the test for homogeneity of variances was not met where F(2, 179) =
10.365, p < .05. The ANOVA results shown in Table 21 were examined to test for
differences between the groups and Statement 9. However, because the assumptions
underlying use of analysis of variance was not met a robust test of equality of means,
shown in Table 22, was performed which further confirmed the results were not
significant with a Sig value of .061 which is greater than alpha value .05. This means the
results support that the size of an institution does not significantly impact whether or not
a financial aid office projects a positive customer-oriented attitude by dealing with
difficult situations in a positive way.
Table 21
Q2 ANOVA Results for Statement 9

Between Groups
Within Groups
Total

SS
5.590
198.103
203.692

df
2
179
181
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MS
2.795
1.107

F
2.525

Sig.
.083

Table 22
Q2 Robust Results for Statement 9

Welch

Statistica
2.883

df1
2

df2
101.734

Sig.
.061

The ANOVA p-value (sig) for statement 8 was > .05 and not found to be
statistically significant. The assumptions underlying use of analysis of variance were not
met for statements 6, 7, and 9 which resulted in the p-value’s (sig’s) from the robust test
of equality of means to be used in determining if they were significant. The p-value’s
(sigs) for statements 7 and 9 were > .05 and not found to be statistically significant.
Thus, for statements 7 and 9, and we fail to reject the null and conclude that these results
are not significant as these responses to the survey questions on projecting a positive
customer-oriented attitude did not differ based on institutional size. However, from the
robust test of quality of means, the p-value (sig) for statement 6 was less than .05 and
found to be statistically significant with the size of the institution explaining 4.7% of the
variance in the dependent variable (including customer service in the office mission
statement). In addition, a statistically significant difference was found between
institutions with an enrollment of less than 5,000 and institutions with an enrollment of
greater than 10,000.
Research Question 3
What is the correlational relationship between institutional control and financial
aid offices providing accurate and complete information?
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The following Survey Statements applied to Research Question 3.
Table 23
Survey Statements Related to Research Question 3
Statement Number
1

Survey Statements
We place the most qualified staff on the front line.

2

We hire and train the best staff possible.

3

We provide clear messages for students.

4

We simplify our aid processes.

5

We implement a user friendly Web site and keep it current.

A One-way Analysis of Variance (ANOVA) statistical test was performed on each
of the statements related to providing accurate and complete information to test the
hypotheses that the mean of the survey responses for each question is the same for the
two groups of institutional control (public and private). Levene’s Statistic was utilized to
test whether the assumption of homogeneity of variances was met.
For Statement 1, the Sig. value for Levene’s Statistic of .962 was greater than
alpha value of .05. Thus, the test for homogeneity of variances was met where F(1, 180)
= .002, p > .05. The ANOVA results shown in Table 24 were examined to test for
differences between the groups and Statement 1. The Sig. value of .706 was greater than
the alpha value of .05 indicating that there is not a difference between the groups of
institutional control and the difference is not statistically significant where F(1, 180)
= .143, p > .05. This means the results support that the control of an institution does not
significantly impact whether or not a financial aid office provides accurate and complete
information by placing the most qualified staff on the front line.
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Table 24
Q3 ANOVA Results for Statement 1

Between Groups
Within Groups
Total

SS
.253
319.109
319.363

df
1
180
181

MS
.253
1.773

F
.143

Sig.
.706

For Statement 2, the Sig. value for Levene’s Statistic of .681 was greater than
alpha value of .05. Thus, the test for homogeneity of variances was met where F(1, 180)
= .170, p > .05. The ANOVA results shown in Table 25 were examined to test for
differences between the groups and Statement 2. The Sig. value of .192 was greater than
the alpha value of .05 indicating that there is not a difference between the groups of
institutional control and the difference is not statistically significant where F(1, 180) =
1.718, p > .05. This means the results support that the control of an institution does not
significantly impact whether or not a financial aid office provides accurate and complete
information by hiring and training the best staff possible.
Table 25
Q3 ANOVA Results for Statement 2

Between Groups
Within Groups
Total

SS
2.017
211.395
213.412

df
1
180
181

MS
2.017
1.174

F
1.718

Sig.
.192

For Statement 3, the Sig. value for Levene’s Statistic of .486 was greater than
alpha value of .05. Thus, the test for homogeneity of variances was met where F(1, 180)
= .138, p > .05. The ANOVA results shown in Table 26 were examined to test for
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differences between the groups and Statement 3. The Sig. value of .711 was greater than
the alpha value of .05 indicating that there is not a difference between the groups of
institutional control and the difference is not statistically significant where F(1, 180)
= .138, p > .05. This means the results support that the control of an institution does not
significantly impact whether or not a financial aid office provides accurate and complete
information by providing clear messages for students.
Table 26
Q3 ANOVA Results for Statement 3

Between Groups
Within Groups
Total

SS
.093
122.000
122.093

df
1
180
181

MS
.093
.678

F
.138

Sig.
.711

For Statement 4, the Sig. value for Levene’s Statistic of .379 was greater than
alpha value of .05. Thus, the test for homogeneity of variances was met where F(1, 180)
= .032, p > .05. The ANOVA results shown in Table 27 were examined to test for
differences between the groups and Statement 4. The Sig. value of .858 was greater than
the alpha value of .05 indicating that there is not a difference between the groups of
institutional control and the difference is not statistically significant where F(1, 180)
= .032, p > .05. This means the results support that the control of an institution does not
significantly impact whether or not a financial aid office provides accurate and complete
information by simplifying their aid processes.
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Table 27
Q3 ANOVA Results for Statement 4

Between Groups
Within Groups
Total

SS
.026
145.782
145.808

df
1
180
181

MS
.026
.810

F
.032

Sig.
.858

For Statement 5, the Sig. value for Levene’s Statistic of .528 was greater than
alpha value of .05. Thus, the test for homogeneity of variances was met where F(1, 180)
= .399, p > .05. The ANOVA results shown in Table 28 were examined to test for
differences between the groups and Statement 5. The Sig. value of .462 was greater than
the alpha value of .05 indicating that there is not a difference between the groups of
institutional control and the difference is not statistically significant where F(1, 180)
= .032, p > .05. This means the results support that the size of an institution does not
significantly impact whether or not a financial aid office provides accurate and complete
information by implementing a user friendly Web site and keeping it current.
Table 28
Q3 ANOVA Results for Statement 5

Between Groups
Within Groups
Total

SS
.635
210.777
211.412

df
1
180
181

MS
.635
1.171

F
.542

Sig.
.462

The ANOVA p-values (sig’s) for all 5 statements were greater than .05. Thus, we
fail to reject the null and conclude that the results are not significant. The responses to
the survey questions on providing accurate and complete information did not differ based
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on whether an institution was public or private.
Research Question 4
What is the correlational relationship between institutional control and financial
aid offices projecting a positive customer-oriented attitude?
Table 29
Survey Statements Related to Research Question 4
Statement Number
6

Survey Statements
We include customer service in the office mission statement.

7

We provide a friendly and welcoming professional environment.

8

We use positive language.

9

We deal with difficult situations in a positive way.

A One-way Analysis of Variance (ANOVA) statistical test was performed on each
of the statements related to projecting a positive customer-oriented attitude to test the
hypotheses that the mean of the survey responses for each question is the same for the
two groups of institutional control (public and private). Levene’s Statistic was utilized to
test whether the assumption of homogeneity of variances was met.
For Statement 6, the Sig. value for Levene’s Statistic of .286 was greater than
alpha value of .05. Thus, the test for homogeneity of variances was met where F(1, 180)
= 1.147, p > .05. The ANOVA results shown in Table 30 were examined to test for
differences between the groups and Statement 6. The Sig. value of .258 was greater than
the alpha value of .05 indicating that there is not a difference between the groups of
institutional control and the difference is not statistically significant where F(1, 180) =
1.289, p > .05. This means the results support that the control of an institution does not
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significantly impact whether or not a financial aid office projects a positive customeroriented attitude by including customer service in its office mission statement.
Table 30
Q4 ANOVA Results for Statement 6

Between Groups
Within Groups
Total

SS
2.958
413.135
416.093

df
1
180
181

MS
2.958
2.295

F
1.289

Sig.
.258

For Statement 7, the Sig. value for Levene’s Statistic of .322 was greater than
alpha value of .05. Thus, the test for homogeneity of variances was met where F(1, 180)
= .986, p > .05. The ANOVA results shown in Table 31 were examined to test for
differences between the groups and Statement 7. The Sig. value of .550 was greater than
the alpha value of .05 indicating that there is not a difference between the groups of
institutional control and the difference is not statistically significant where F(1, 180)
= .359, p > .05. This means the results support that the control of an institution does not
significantly impact whether or not a financial aid office projects a positive customeroriented attitude by providing a friendly and welcoming professional environment.
Table 31
Q4 ANOVA Results for Statement 7

Between Groups
Within Groups
Total

SS
.374
187.143
187.516

df
1
180
181
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MS
.374
1.040

F
.359

Sig.
.550

For Statement 8, the Sig. value for Levene’s Statistic of .881 was greater than
alpha value of .05. Thus, the test for homogeneity of variances was met where F(1, 180)
= .023, p > .05. The ANOVA results shown in Table 32 were examined to test for
differences between the groups and Statement 8. The Sig. value of .572 was greater than
the alpha value of .05 indicating that there is not a difference between the groups of
institutional control and the difference is not statistically significant where F(1, 180)
= .320, p > .05. This means the results support that the control of an institution does not
significantly impact whether or not a financial aid office projects a positive customeroriented attitude by using positive language.
Table 32
Q4 ANOVA Results for Statement 8

Between Groups
Within Groups
Total

SS
.561
315.774
316.335

df
1
180
181

MS
.561
1.754

F
.320

Sig.
.572

For Statement 9, the Sig. value for Levene’s Statistic of .075 was greater than
alpha value of .05. Thus, the test for homogeneity of variances was met where F(1, 180)
= 3.212, p > .05. The ANOVA results shown in Table 33 were examined to test for
differences between the groups and Statement 9. The Sig. value of .203 was greater than
the alpha value of .05 indicating that there is not a difference between the groups of
institutional control and the difference is not statistically significant where F(1, 180) =
1.636, p > .05. This means the results support that the control of an institution does not
significantly impact whether or not a financial aid office projects a positive customeroriented attitude by dealing with difficult situations in a positive way.
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Table 33
Q4 ANOVA Results for Statement 9

Between Groups
Within Groups
Total

SS
1.834
201.858
203.692

df
1
180
181

MS
1.834
1.121

F
1.636

Sig.
.203

The ANOVA p-values (sig’s) for all 4 statements were greater than .05. Thus, we
fail to reject the null and conclude that the results are not significant. The responses to
the survey questions on projecting a positive customer-oriented attitude did not differ
based on whether an institution was public or private.
Research Question 5
What is the correlational relationship between institutional type and financial aid
offices providing accurate and complete information?
The following Survey Statements applied to Research Question 5.
Table 34
Survey Statements Related to Research Question 5
Statement Number
1

Survey Statements
We place the most qualified staff on the front line.

2

We hire and train the best staff possible.

3

We provide clear messages for students.

4

We simplify our aid processes.

5

We implement a user friendly Web site and keep it current.

A One-way Analysis of Variance (ANOVA) statistical test was performed on each
statement related to providing accurate and complete information to test the hypotheses
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that the mean of the survey responses for each question is the same for the two groups of
institutional type (2-year institution and 4-year institution). Levene’s Statistic was
utilized to test whether the assumption of homogeneity of variances was met. If
homogeneity of variance was not met then a robust test of equality of means was
performed to further confirm whether or not the results were significant. In addition,
because a difference was found among two groups in one of the tests, a post hoc test was
not necessary to find out which specific groups differ.
For Statement 1, the Sig. value for Levene’s Statistic of .782 was greater than
alpha value of .05. Thus, the test for homogeneity of variances was met where F(1, 180)
= .077, p > .05. The ANOVA results shown in Table 35 were examined to test for
differences between the groups and Statement 1. The Sig. value of .358 was greater than
the alpha value of .05 indicating that there is not a difference between the groups of
institutional type and the difference is not statistically significant where F(1, 180) = .850,
p > .05. This means the results support that the type of an institution does not
significantly impact whether or not a financial aid office provides accurate and complete
information by placing the most qualified staff on the front line.
Table 35
Q5 ANOVA Results for Statement 1

Between Groups
Within Groups
Total

SS
1.501
317.862
319.363

df
1
180
181

MS
1.501
1.766

F
.850

Sig.
.358

For Statement 2, the Sig. value for Levene’s Statistic of .000 was less than alpha
value of .05. Thus, the test for homogeneity of variances was not met where F(1, 180) =
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22.265, p < .05. The ANOVA results shown in Table 36 were examined to test for
differences between the groups and Statement 2. However, because the assumptions
underlying use of analysis of variance was not met a robust test of equality of means was
performed. The Robust Tests of Equality of Means table, shown in Table 37, was
examined to test for differences between the groups and Statement 2. The Sig. value
of .000 was less than the alpha value of .05 indicating that there is a difference between
the groups of institutional type and the difference is statistically significant where F(1,
84.142) = 20.952, p < .05. This means the results support that the type of an institution
significantly impacts whether or not a financial aid office provides accurate and complete
information hiring and training the best staff. A post hoc test was not performed because
there were fewer than three groups being compared.
Table 36
Q5 ANOVA Results for Statement 2

Between Groups
Within Groups
Total

SS
28.164
185.248
213.412

df
1
180
181

MS
28.164
1.029

F
27.366

Sig.
.000

Table 37
Q5 Robust Results for Statement 2

Welch

Statistica
20.952

df1
1

df2
84.142

Sig.
.000

For Statement 3, the Sig. value for Levene’s Statistic of .337 was greater than
alpha value of .05. Thus, the test for homogeneity of variances was met where F(1, 180)
= .928, p > .05. The ANOVA results shown in Table 38 were examined to test for
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differences between the groups and Statement 3. The Sig. value of .801 was greater than
the alpha value of .05 indicating that there is not a difference between the groups of
institutional type and the difference is not statistically significant where F(1, 180) = .064,
p > .05. This means the results support that the type of an institution does not
significantly impact whether or not a financial aid office provides accurate and complete
information by providing clear messages for students.
Table 38
Q5 ANOVA Results for Statement 3

Between Groups
Within Groups
Total

SS
.000
145.807
145.808

df
1
180
181

MS
.000
.810

F
.000

Sig.
.984

For Statement 4, the Sig. value for Levene’s Statistic of .801 was greater than
alpha value of .05. Thus, the test for homogeneity of variances was met where F(1, 180)
= .064, p > .05. The ANOVA results shown in Table 39 were examined to test for
differences between the groups and Statement 4. The Sig. value of .984 was greater than
the alpha value of .05 indicating that there is not a difference between the groups of
institutional type and the difference is not statistically significant where F(1, 180) = .000,
p > .05. This means the results support that the type of an institution does not
significantly impact whether or not a financial aid office provides accurate and complete
information by simplifying their aid processes.
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Table 39
Q5 ANOVA Results for Statement 4

Between Groups
Within Groups
Total

SS
.043
122.050
122.093

df
1
180
181

MS
.043
.678

F
.064

Sig.
.801

For Statement 5, the Sig. value for Levene’s Statistic of .178 was greater than
alpha value of .05. Thus, the test for homogeneity of variances was met where F(1, 180)
= 1.830, p > .05. The ANOVA results shown in Table 40 were examined to test for
differences between the groups and Statement 5. The Sig. value of .941 was greater than
the alpha value of .05 indicating that there is not a difference between the groups of
institutional type and the difference is not statistically significant where F(1, 180) = .006,
p > .05. This means the results support that the type of an institution does not
significantly impact whether or not a financial aid office provides accurate and complete
information by implementing a user friendly Web site and keeping it current.
Table 40
Q5 ANOVA Results for Statement 5

Between Groups
Within Groups
Total

SS
.007
211.406
211.412

df
1
180
181

MS
.007
1.174

F
.006

Sig.
.941

The ANOVA p-values (sig’s) for statements 1, 3, 4, and 5 were greater than .05,
thus, for these statements we fail to reject the null and conclude that the results are not
significant. The responses to the survey questions on projecting a positive customer90

oriented attitude did not differ based on whether an institution was 2-year or 4-year
institution. However, from the robust test of quality of means, the p-value (sig) for
statement 2 was less than .05 and found to be statistically significant. Thus, a statistically
significant difference was found between 2-year and 4-year institutions.
Research Question 6
What is the correlational relationship between institutional type and financial aid
offices projecting a positive customer-oriented attitude?
Table 41
Survey Statements Related to Research Question 6
Statement Number
6

Survey Statements
We include customer service in the office mission statement.

7

We provide a friendly and welcoming professional environment.

8

We use positive language.

9

We deal with difficult situations in a positive way.

A One-way Analysis of Variance (ANOVA) statistical test was performed on each
of the statements related to projecting a positive customer-oriented attitude to test the
hypotheses that the mean of the survey responses for each question is the same for the
two groups of institutional type (2-year institution and 4-year institution). Levene’s
Statistic was utilized to test whether the assumption of homogeneity of variances was
met.
For Statement 6, the Sig. value for Levene’s Statistic of .308 was greater than
alpha value of .05. Thus, the test for homogeneity of variances was met where F(1, 180)
= 1.047, p > .05. The ANOVA results shown in Table 42 were examined to test for
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differences between the groups and Statement 6. The Sig. value of .129 was greater than
the alpha value of .05 indicating that there is not a difference between the groups of
institutional type and the difference is not statistically significant where F(1, 180) =
2.325, p > .05. This means the results support that the type of an institution does not
significantly impact whether or not a financial aid office projects a positive customeroriented attitude by including customer service in its office mission statement.
Table 42
Q6 ANOVA Results for Statement 6

Between Groups
Within Groups
Total

SS
5.305
410.788
416.093

df
1
180
181

MS
5.305
2.282

F
2.325

Sig.
.129

For Statement 7, the Sig. value for Levene’s Statistic of .415 was greater than
alpha value of .05. Thus, the test for homogeneity of variances was met where F(1, 180)
= .666, p > .05. The ANOVA results shown in Table 43 were examined to test for
differences between the groups and Statement 7. The Sig. value of .664 was greater than
the alpha value of .05 indicating that there is not a difference between the groups of
institutional type and the difference is not statistically significant where F(1, 180) = .189,
p > .05. This means the results support that the type of an institution does not
significantly impact whether or not a financial aid office projects a positive customeroriented attitude by providing a friendly and welcoming professional environment.
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Table 43
Q6 ANOVA Results for Statement 7

Between Groups
Within Groups
Total

SS
.197
187.320
187.516

df
1
180
181

MS
.197
1.041

F
.189

Sig.
.664

For Statement 8, the Sig. value for Levene’s Statistic of .150 was greater than
alpha value of .05. Thus, the test for homogeneity of variances was met where F(1, 180)
= 2.088, p > .05. The ANOVA results shown in Table 44 were examined to test for
differences between the groups and Statement 8. The Sig. value of .746 was greater than
the alpha value of .05 indicating that there is not a difference between the groups of
institutional type and the difference is not statistically significant where F(1, 180) = .106,
p > .05. This means the results support that the type of an institution does not
significantly impact whether or not a financial aid office projects a positive customeroriented attitude by using positive language.
Table 44
Q6 ANOVA Results for Statement 8

Between Groups
Within Groups
Total

SS
.186
316.150
316.335

df
1
180
181

MS
.186
1.756

F
.106

Sig.
.746

For Statement 9, the Sig. value for Levene’s Statistic of .115 was greater than
alpha value of .05. Thus, the test for homogeneity of variances was met where F(1, 180)
= 2.512, p > .05. The ANOVA results shown in Table 45 were examined to test for
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differences between the groups and Statement 9. The Sig. value of .366 was greater than
the alpha value of .05 indicating that there is not a difference between the groups of
institutional type and the difference is not statistically significant where F(1, 180) = .822,
p > .05. This means the results support that the control of an institution does not
significantly impact whether or not a financial aid office projects a positive customeroriented attitude by dealing with difficult situations in a positive way.
Table 45
Q6 ANOVA Results for Statement 9

Between Groups
Within Groups
Total

SS
.926
202.766
203.692

df
1
180
181

MS
.926
1.126

F
.822

Sig.
.366

The ANOVA p-values (sig’s) for all 4 statements were greater than .05. Thus, we
fail to reject the null and conclude that the results are not significant. The responses to
the survey questions on projecting a positive customer-oriented attitude did not differ
based on whether an institution was 2-year or 4-year institution.
Hypothesis
Regarding RQ1. What is the correlational relationship between institutional size
and financial aid offices providing accurate and complete information? The researcher
failed to reject the null hypothesis for the size of an institution having a correlation with
financial aid offices providing accurate and complete information. There were not strong
correlational relationships between these groups (p = .742, p = .208, p = .481, p = .331,
and p = .241) inferring that the size of an institution does not have a relationship to
financial aid offices providing accurate and complete information.
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Regarding RQ2. What is the correlational relationship between institutional size
and financial aid offices projecting a positive customer-oriented attitude? The researcher
rejected the null hypothesis for the size of an institution having a correlation with
financial aid offices projecting a positive customer-oriented attitude. The results from
statement 6 (p = .010) infers that the size of an institution does have a relationship to
financial aid offices projecting a positive customer-oriented attitude.
Regarding RQ3. What is the correlational relationship between institutional
control and financial aid offices providing accurate and complete information? The
researcher failed to reject the null hypothesis for the institutional control of an institution
having a correlation with financial aid offices providing accurate and complete
information. There were not strong correlational relationships between these groups (p
= .706, p = .192, p = .711, p = .858, and p = .462) inferring that the control of an
institution does not have a relationship to financial aid offices providing accurate and
complete information.
Regarding RQ4. What is the correlational relationship between institutional
control and financial aid offices projecting a positive customer-oriented attitude? The
researcher failed to reject the null hypothesis for the institutional control of an institution
having a correlation with financial aid offices projecting a positive customer-oriented
attitude. There were not strong correlational relationships between these (p = .258, p
= .550, p = .572, and p = .203) inferring that the control of an institution does not have a
relationship to financial aid offices projecting a positive customer-oriented attitude.
Regarding RQ5. What is the correlational relationship between institutional type
and financial aid offices providing accurate and complete information? The researcher
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rejected the null hypothesis for the institutional type of an institution having a correlation
with financial aid offices providing accurate and complete information. The results from
statement two (p = .010) infers that the type of an institution does have a relationship to
financial aid offices providing accurate and complete information.
Regarding RQ6. What is the correlational relationship between institutional type
and financial aid offices projecting a positive customer-oriented attitude? The researcher
failed to reject the null hypothesis for the institutional type of an institution having a
correlation with financial aid offices projecting a positive customer-oriented attitude.
There were not strong correlational relationships between these groups (p = .129, p
= .664, p = .746, and p = .366) inferring that the type of an institution does not have a
relationship to financial aid offices projecting a positive customer-oriented attitude.
Summary of Results
The results of this study did not find any significant relationships between the
control or type of an institution and the financial aid office providing accurate and
complete information by 1) placing the most qualified staff on the front line, 2) hiring and
training the best staff possible, 3) providing clear messages for students, 4) simplifying
the aid processes, and 5) implementing a user friendly website and keeping it current.
This means that this study supports that the control and type of an institution is not a
determining factor in whether or not an institution performs the five customer service
activities listed above. Also, the results of this study did not find any significant
relationships between the size of and institution and the financial aid office providing
accurate and complete information by 1) placing the most qualified staff on the front line,
2) providing clear messages for students, 3) simplifying the aid processes, and 4)
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implementing a user friendly website and keeping it current. However, the results of this
study did find a significant relationship between the size of an institution and the
financial aid office providing accurate and complete information by hiring and training
the best staff possible. This means that this study supports that the size of an institution
can be a determining factor in whether or not an institution hires and trains the best staff
possible.
In addition, the results of this study did not find any significant relationships
between the size or control of an institution and the financial aid office projecting a
positive customer-oriented attitude by 1) including customer service in the office mission
statement, 2) providing a friendly and welcoming professional environment, 3) using
positive language, and 4) dealing with difficult situations in a positive way. This means
that this study supports that the size and control of an institution is not a determining
factor in whether or not and institution performs the four customer service activities listed
above. However, the results of this study did find a significant relationship between
institutional type and including customer service in the office mission statement. This
means that this study supports that the type of an institution can be a determining factor
in whether or not an institution includes customer service in the office mission statement
or not.
Chapter Summary and Thoughts
This chapter summarized the study results of the data collected from an electronic
online survey with 16 questions administered to financial aid professionals, who were
members of the Southern Association of Student Financial Aid Administrators
(SASFAA) in 2016, to collect quantitative data. The survey questions were designed to
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provide insight into the research questions and this chapter presented the results on all 6
research questions. The researcher analyzed the data used in this study to show how the
descriptive statistics were used to explore the three independent variable’s relationships
with the dependent variables through separate One-way Analysis of Variance (ANOVA)
testing. Both positive and negative relationships for the research questions were found
from the results of these tests. The negative relationships resulting from the data was not
what the researcher expected when developing the research questions, but they do allow
for a better understanding of customer service activities within financial aid offices as
they relate to the institutional characteristics of size, control, and type. The positive
relationships resulting from the data support what the researcher was expecting and allow
for a better understanding of customer service activities within financial aid offices as
they relate to the institutional characteristics of size and type. These results will allow
those involved with the administration of customer service within financial aid offices to
better understand why these correlational relationships exist or not. Chapter 5 will
further examine the findings of this study and present their implications for higher
education and future research.
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Chapter 5
Discussion
This chapter is divided into six sections: summary, conclusions, implications for
higher education, Implications for Financial Aid Practitioners, future research, and final
thoughts. The results of the study are presented in the first section. The second section
summarizes the results of the study. Sections 3 and 4 present the implications as a result
of this study, and section 5 presents recommendations for future research. The last
section presents final thoughts and recommendations for higher education administrators.
Summary of Results
The purpose of this survey study was to better understand the relationship
between the institutional characteristics of 1) size, 2) control, and 3) type, and the
customer service related activities of 1) providing accurate and complete information and
2) projecting a positive customer-oriented attitude, within financial aid offices. A better
understanding of these relationships could assist institutions in becoming aware of
changes to customer service activities they could consider making to positively impact
retention and graduation rates. If it were determined that institutional size, institutional
control, or institutional type do have a relationship with customer service-related
activities, then this information may aid higher education administrators in identifying
best practices in customer service to implement at their institution.
Data for this research was collected from the Financial Aid Employee Survey that
was developed based on the customer service principles developed by the Texas
Guaranteed Student Loan Corporation (TG) and outlined in the book Customer Service in
Financial Aid (Appendix C, p. 105). A link to the online survey was sent electronically
to the financial aid professionals who were members of the Southern Association of
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Student Financial Aid Administrators (SASFAA) organization.
Research Question 1. What is the correlational relationship between institutional
size and financial aid offices providing accurate and complete information? A One-way
Analysis of Variance (ANOVA) statistical test was used to investigate the relationship if
any between an institution’s size and the financial aid office providing accurate and
complete information by 1) placing the most qualified staff on the front line, 2) hiring and
training the best staff possible, 3) providing clear messages for students, 4) simplifying
the aid processes, and 5) implementing a user friendly website and keeping it current.
The independent variable was the size of the institution and the dependent variable was
providing accurate and complete information. Results from the statistical tests found that
there was not a relationship between the size of an institution and financial aid offices
providing accurate and complete information.
Research Question 2. What is the correlational relationship between institutional
size and financial aid offices projecting a positive customer-oriented attitude? A One-way
Analysis of Variance (ANOVA) statistical test was used to investigate the relationship if
any between an institution’s size and the financial aid office projecting a positive
customer-oriented attitude by 1) including customer service in the office mission
statement, 2) providing a friendly and welcoming professional environment, 3) using
positive language, and 4) dealing with difficult situations in a positive way. The
independent variable was the size of the institution and the dependent variable was
projecting a positive customer-oriented attitude. Results from the statistical tests found
that there was not a relationship between the size of an institution and financial aid
offices providing accurate and complete information by 1) providing a friendly and

100

welcoming professional environment, 2) using positive language, and 3) dealing with
difficult situations in a positive way. However, results from the statistical tests found that
there was a relationship between the size of an institution and financial aid offices
providing accurate and complete information by including customer service in the office
mission statement.
Research Question 3. What is the correlational relationship between institutional
control and financial aid offices providing accurate and complete information? A Oneway Analysis of Variance (ANOVA) statistical test was used to investigate the
relationship if any between institutional control (public vs private) and the financial aid
office providing accurate and complete information by 1) placing the most qualified staff
on the front line, 2) hiring and training the best staff possible, 3) providing clear
messages for students, 4) simplifying the aid processes, and 5) implementing a user
friendly website and keeping it current. The independent variable was the institutional
control of the institution and the dependent variable was providing accurate and complete
information. Results from the statistical tests found that there was not a relationship
between the control of an institution and financial aid offices providing accurate and
complete information.
Research Question 4. What is the correlational relationship between institutional
control and financial aid offices projecting a positive customer-oriented attitude? A Oneway Analysis of Variance (ANOVA) statistical test was used to investigate the
relationship if any between an institution’s control (public vs private) and the financial
aid office projecting a positive customer-oriented attitude by 1) including customer
service in the office mission statement, 2) providing a friendly and welcoming
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professional environment, 3) using positive language, and 4) dealing with difficult
situations in a positive way. The independent variable was the control of the institution
and the dependent variable was projecting a positive customer-oriented attitude. Results
from the statistical tests found that there was not a relationship between the control of an
institution and financial aid offices providing accurate and complete information.
Research Question 5. What is the correlational relationship between institutional
type and financial aid offices providing accurate and complete information? A One-way
Analysis of Variance (ANOVA) statistical test was used to investigate the relationship if
any between institutional type (2-year vs 4-year) and the financial aid office providing
accurate and complete information by 1) placing the most qualified staff on the front line,
2) hiring and training the best staff possible, 3) providing clear messages for students, 4)
simplifying the aid processes, and 5) implementing a user friendly website and keeping it
current. The independent variable was the institutional type of the institution and the
dependent variable was providing accurate and complete information. Results from the
statistical tests found that there was not a relationship between the type of an institution
and financial aid offices providing accurate and complete information by 1) placing the
most qualified staff on the front line, 2) providing clear messages for students, 3)
simplifying the aid processes, and 4) implementing a user friendly website and keeping it
current. However, results from the statistical tests found that there was a relationship
between the type of an institution and financial aid offices providing accurate and
complete information by hiring and training the best staff possible.
Research Question 6. What is the correlational relationship between institutional
type and financial aid offices projecting a positive customer-oriented attitude? A One-
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way Analysis of Variance (ANOVA) statistical test was used to investigate the
relationship if any between an institution’s type (2-year institution vs 4-year institution)
and the financial aid office projecting a positive customer-oriented attitude by 1)
including customer service in the office mission statement, 2) providing a friendly and
welcoming professional environment, 3) using positive language, and 4) dealing with
difficult situations in a positive way. The independent variable was the type of the
institution and the dependent variable was projecting a positive customer-oriented
attitude. Results from the statistical tests found that there was not a relationship between
the type of an institution and financial aid offices providing accurate and complete
information.
Conclusions
After performing the One-way Analysis of Variance (ANOVA) statistical tests,
the results of this study regarding institutional size indicate that there was a significant
difference between the size of an institution and projecting a positive customer-oriented
attitude by including customer service in the office mission statement. The other
customer service activities studied did not indicate a significant difference between the
size of an institution and the customer service activities of providing accurate and
complete information or the customer service activities of projecting a positive,
customer-oriented attitude. The results of this study regarding institutional control
indicate that there was not a significant difference between the control of an institution
and the customer service activities of providing accurate and complete information or the
customer service activities of projecting a positive, customer-oriented attitude.
Furthermore, the results of this study regarding institutional type indicate that there was a
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significant difference between the type of an institution and providing accurate and
complete information by hiring and training the best staff. The other customer service
activities studied did not indicate a significant difference between the type of an
institution and the customer service activities of providing accurate and complete
information or the customer service activities of projecting a positive, customer-oriented
attitude.
Ro et al. (2013) indicate that research on such differences must be documented so
that we can begin to validate whether or not customer service related activities of
financial aid offices are having an impact on retention. The purpose of this study was not
to predict retention rates, but to seek results indicating whether or not relationships may
exist that point to cause (Merriam & Simpson, 2000). This study found two relationships
to exist that may point to cause. The first relationship found was between institutions
projecting a positive customer-oriented attitude by including customer service in the
office mission statement and the size of the institution. A significant difference was
found between institutions with an enrollment of less than 5,000 and institutions with an
enrollment of greater than 10,000. The average financial aid professional working at an
institution with an enrollment less than 5,000 indicated that they either 1) agree or 2)
neither agree nor disagree that their office includes customer service in the office mission
statement. The average financial aid professional working at an institution with an
enrollment of more than 10,000 indicated that they either 1) strongly agree or 2) agree
that their office includes customer service in the office mission statement. The second
relationship found was between institution’s providing accurate and complete
information by hiring and training the best staff. A significant difference was found
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between 2-year and 4-year institutions. The average financial aid professional working at
a 2-year institution indicated that they agree or neither agree nor disagree that their office
provides accurate and complete information by hiring and training the best staff. The
average financial aid professional working at a 4-year institution indicated that they
strongly agree or agree that their office provides accurate and complete information by
hiring and training the best staff. Unfortunately, this study did not find any relationships
that exist between the institutional characteristic of size and control, and the customer
service activities of providing accurate and complete information or between the
institutional characteristics of control and type, and the customer service activities of
projecting a positive customer-oriented attitude within financial aid offices.
However, this study, along with the literature review of this study, supports that
administrators should continue to look at the institution’s internal environment when
examining the student’s relationship with the institution (Villella, 1986). Furthermore, it
remains very important for administrators to understand how to improve and develop
relationships with students because as students become more integrated within an
institution they become more committed to the institution and to the overall goal of
graduating (Tinto, 1975).
Implications for Higher Education
The purpose of this study was not to predict future retention and graduation rates,
but to seek results indicating whether or not relationships may exist that point to cause
(Merriam & Simpson, 2000). For this reason, this study focused on examining the
relationship between the customer service related activities of financial aid offices and
institutional characteristics. Ultimately, the purpose of this study was to help answer the
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question: Do institutional characteristics serve as determinants of institutional customer
service activities?
It is important for higher education administrators to know that institutional
characteristics can fall under “structural-demographic features” or “organizational
behavior dimensions” (Berger & Milem, 2000). The structural demographic features of
this study were institutional size, control, and type. Institutional control did not show to
impact the organizational behavior dimensions of the institutions studied. However,
institutional size and type did show to have an impact on some organizational behaviors.
Examining such characteristics can help determine whether or not the identified
institutional characteristics are determinants of the customer service related activities that
administrators may need to be aware of. This study found that the size of an institution
may be a determinant in whether or not institutions include customer service in the office
mission statement. This study also found that the type of institution (2-year or 4-year)
can be a determinant in whether or not the institution provides accurate and complete
information by hiring and training the best staff. However, the institutional characteristic
of control (private or public) for this study was not found to be a possible determinant of
institutional customer service activities within financial aid offices.
The results of the study could be used by higher education administrators by
focusing on the identified activities to assist them in implementing best practices in
customer service in efforts to encourage the retention and graduation of students. Two
specific examples would be 1) higher education administrators working for institutions
with enrollment of less than 5,000 making sure that their financial aid office includes
customer service in its office mission statement in efforts to improve projecting a positive
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customer-oriented attitude, and 2) higher education administrators working for 2-year
institutions focusing on their financial aid office hiring and training the best staff in
efforts to improve providing accurate and complete information. Also, higher
educational administrators that are aware of the information in this study that indicates
the institutional characteristics of size, type, and control are not determinants for the
identified customer service activities in this study may choose to focus their time and
efforts in other areas that that are positively supported by research in order to assist in
improving their retention and graduation rates.
Implications for Financial Aid Practitioners
It is important to note that this study found that the size of an institution may be a
determinant in whether or not institutions include customer service in the office mission
statement of financial aid offices. Specifically, the results of this study found that
financial aid offices at institutions with enrollment of less than 5,000 students were not as
likely to include customer service in its office mission statement in efforts to improve
projecting a positive customer-oriented attitude when compared to institutions with
enrollment of more than 10,000. Thus, an implication from this study would be for
financial aid practitioners at institutions with less than 5,000 students to review and
ensure, or add, customer service to their office mission statement they train their
employees under.
It is also important to note that this study found that the type of institution (2-year
or 4-year) can be a determinant in whether or not the institution specifically provides
accurate and complete information by hiring and training the best staff within financial
aid offices. Specifically, the results of this study found that financial aid offices within 2-
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year institutions were not as likely to provide accurate and complete information to
students by hiring and training the best staff when compared to 4-year institutions. Thus,
even though it may be challenging due to financial abilities and geographic limitations,
another implication from this study would be for financial aid practitioners at 2-year
institutions to review their hiring policies to focus more on hiring qualified staff, as well
as implementing procedures that involve better training staff if at all possible.
Future Research
Researchers have produced institutional characteristics studies that look at the
characteristics and attributes of an institution and their relationship with student outcomes
in order to support higher educational administrators in making decisions that can
potentially impact retention and graduation rates (Bailey et al., 2006; Pike & Graunke,
2015; Weissman, 1990). Researchers have also argued that institutional characteristics
are poor predictors of student outcomes because there is too much activity that can
happen between the institutional characteristics and the student outcomes to determine
any type of relationship (Pascarella & Terenzini, 2005; Ro et al., 2013). These activities
include student experiences and social factors that are impacted by institutional
administrative policies and procedures along with the operational practices and programs
administered by administrators (Ro et al., 2013).
This study found only two operational practices being impacted by institutional
characteristics and only three institutional characteristics were looked at. Since higher
education administrators remain concerned with understanding how their institutions are
affecting students (Marsh, 2014; Smart & Toutkoushian, 2001), future institutional
characteristic studies should continue to look at how institutional characteristics may be
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influencing the institutional activities that impact student outcomes. Future studies could
focus on additional institutional characteristics such as mission, expenditures, and
faculty; or additional customer service areas such as being accessible and flexible,
working as a team, and listening (TG, 2008). It is still critical for future research in this
area to continue so that administrators can better understand the relationships between
institutional characteristics and customer service related activities so that they are more
aware of minor changes, and/or large changes, they can consider making to positively
impact recruitment and retention.
The organizational behavior of an institution reflects the customer service
activities it provides. As noted by Gansemer-Topf and Schuh (2006), these customer
service activities need to be further researched to determine how they are impacting
retention and graduation. Also, as noted by Berger and Milem (2000), organizational
behavior variables, such as customer service related financial aid activities, will affect
student outcomes. Thus, it remains important to know what customer service related
financial aid activities are being administered at institutions.
An additional expansion of this study would be to replicate this study on a
different region as it could be beneficial to compare if different regions have different
results. Also, further development of the survey tool used may be implemented to collect
more information on the specific services being performed at institutions. The survey
tool could be further developed to include student responses on these customer service
activities as well to be compared against the responses of financial aid offices.
Furthering this research by collecting additional data could give higher education
administrators a better understanding of how the institutional characteristics they create
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and develop are impacting the student customer services being offered on their campus.
Further studies looking deeper into how institutional characteristics may be impacting
customer services could become key in the decisions that are made that ultimately impact
retention and graduation rates.
Final Thoughts
This study failed to show that a significant relationship exists between the
institutional characteristics of size and control, and the customer service activities of
providing accurate and complete information. This study also failed to show that a
significant relationship exists between the institutional characteristics of control and type,
and the customer service activities of projecting a positive, customer-oriented attitude.
However, the research performed for this study supports the need for higher education
administrators to be aware of institutional characteristic studies that show how
institutional characteristics are impacting institutions. This study did find a significant
difference between the size of an institution and projecting a positive customer-oriented
attitude by including customer service in the office mission statement. In addition, this
study found a significant difference between the type of an institution and providing
accurate and complete information by hiring and training the best staff. As
administrators become aware of these types of significant differences, they will be able to
assert the information into their administrative decision making process in efforts to
positively impact retention and graduation rates. Thus, for those concerned with
retention and graduation rates, it is important for future research in this area to continue
so that significant relationships related to institutional characteristics and customer
service can be found.
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This type of future research is what will lead administrators to find new ways to
move enrolling students to graduation as institutions further examine the relationships
between institutional characteristics and the interactions that students are experiencing.
In closing, there is still more to be learned and acted upon by higher education
administrators as they come to better understand how customer service activities are
impacting students.
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Appendix B
Invite for Participants to Complete Survey
Dear Potential Research Participant,
I have identified you as a financial aid professional in higher education whose opinions
would assist in my research. The survey takes about 10 minutes to complete. Click the
link below to begin:
<LINK INSERTED HERE>
I am a doctoral candidate at the University of Memphis and am engaged in a research
study entitled, “A Survey Study to Determine the Relationship Between Institutional
Characteristics and the Usage of Customer Service Related Financial Aid Activities.”
The purpose of this survey study is to examine the customer service related activities of
providing accurate and complete information and projecting a positive customer-oriented
attitude within financial aid offices, and their relationship to the institutional
characteristics of institutional size, control, and type. This research consists of a survey
with three sections that will collect information about you and the financial aid office in
which you work.
I have identified you as a financial aid professional in higher education whose opinions
would assist in my research. The survey takes about 10 minutes to complete. Click the
link below to begin:
<LINK INSERTED HERE>
To maintain confidentiality, the researcher is not collecting personally identifiable
information in any of the survey questions. Questions have been designed to reduce the
possibility of the researcher determining the participants. The researcher has used
categories and groupings in the questioning to perceive confidentiality and minimize risk
in the collection of data.
To learn more about this study, I invite you to contact the researcher, John Lewis, at
jhlewis@memphis.edu or 870-897-4211. This study is a doctoral research project in
association with the University of Memphis Leadership Department.
Thank you for your participation.
John Lewis
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Appendix C
Study Background and Rationale
You are being invited to participate in a research study about the customer service
activities within financial aid offices. You are being invited to participate in this research
study because you are a financial aid professional in higher education. Should you
volunteer to participate you will be one of at least 140 people to do so. The individual in
charge of this study is John Lewis (Lead Investigator, LI) of University of Memphis
Department of Leadership. He is being guided in this research by Dr. Jeffery Wilson
[Advisor]. There may be other individuals on the research team assisting at different
times during the study. By performing this study, we hope to learn about the customer
service activities being performed within financial aid offices and whether or not they are
impacted by institutional characteristics.
The research procedures will be conducted online through a survey tool. The survey will
take approximately 10 minutes to complete. This study is anonymous, which means that
no one, not even members of the research team, will know that the information you give
came from you.
There are no reasons why you should not participate in this study.
As a research participant, you will be asked to complete an online survey that includes
three sections. The first section of the survey will collect demographic information about
you and your institution. The second section of the survey includes 11 activities about
providing accurate and complete information. The third section includes 10 activities
about projecting a positive customer-oriented attitude. For section two and three, based
on you experience and knowledge as a financial aid professional you will be asked to rate
these activities. You will not get any personal benefit from taking part in this study. You
will you receive any rewards or payment for taking part in the study.
To the best of our knowledge, the things you will be doing have no more risk of harm
than you would experience in everyday life. There are no costs associated with taking
part in the study.
If you choose to take part in the study, it should be because you really want to volunteer.
You will not lose any benefits or rights you would normally have if you choose not to
volunteer. You can stop at any time during the study and still keep the benefits and rights
you had before volunteering.
If you do not want to be in the study, there are no other choices except not to take part in
the study.
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WHAT IF YOU HAVE QUESTIONS, SUGGESTIONS, CONCERNS, OR
COMPLAINTS?
Before you decide whether to accept this invitation to take part in the study, if you have
questions, suggestions, concerns, or complaints about the study, you can contact the
investigator, John Lewis at (870) 897-4211 or jhlewis@memphis.edu. You may also
contact the investigator’s advisor, Dr. Jeffery Wilson, at jlwlson4@memphis.edu. If you
have any questions about your rights as a volunteer in this research, contact the
Institutional Review Board staff at the University of Memphis at (901) 678-2705 or via
email at irb@memphis.edu.
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Appendix D
Financial Aid Employee Survey
I. Intro Question Block
1. Please review the Study background and rationale before beginning this survey.
2. Do you volunteer to participate in this research study?
Yes
No
II. Section 1: Information about you and your institution.
3. How many years have you worked in financial aid?
< 2-years
> 2-years and < 5-years
> 5-years and < 10-years
> 10-years
4. Of the following, which best reflects your current job title and/or responsibilities?
Director, Assistant Director, Associate Director, Dean
Financial Aid Specialist/Coordinator/Technical (i.e. scholarships, loans, student
information system)
Financial Aid Counselor/Advisor
Other
5. What is your gender?
Male
Female
Prefer not to say
6. What size classification best describes your institution?
Fall 2015 enrollment < 5,000
Fall 2015 enrollment > 5,000 and < 10,000
Fall 2015 enrollment > 10,000
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7. Is your institution a 2-year institution offering associate degrees or a 4-year institution
offering bachelor degrees?
2-year institution
4-year institution
Other

8. Is your institution a public or private institution?
Public
Private

III. Section 2: Providing accurate and complete information.
9. Based on your experience and knowledge as a financial aid professional, please rate
the following.
In the financial aid office...
Strongly
Agree

Neither
Somewhat
Agree nor
Agree
Disagree

We place the most
qualified staff on the
front line.
We hire and train the
best staff possible.
We provide clear
messages for students.
We simplify our aid
processes.
We implement a userfriendly Web site and
keep it current.
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Somewhat Strongly
Disagree Disagree

IV. Section 3: Projecting a positive customer-oriented attitude.
10. Based on your experience and knowledge as a financial aid professional, please rate
the following.
In the financial aid office...
Strongly
Agree

Neither
Somewhat
Agree nor
Agree
Disagree

We include
customer service in
the office mission
statement.
We provide a
friendly and
welcoming
professional
environment.
We use positive
language.
We deal with difficult
situations in a positive
way.
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Somewhat Strongly
Disagree Disagree

Appendix E
Research Question One

Oneway
[DataSet1] E:\DISSERTATION 1.0\FINAL Customer_Service.sav

Descriptives
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
place the most qualified staff on the front line.
N

Fall 2015 enrollment <

Mean

Std.

Std.

95% Confidence

Deviation Error

Interval for Mean
Lower

Upper

Bound

Bound

Minimum Maximum

85

2.22

1.383

.150

1.93

2.52

1

5

43

2.37

1.328

.202

1.96

2.78

1

5

54

2.17

1.255

.171

1.82

2.51

1

5

182

2.24

1.328

.098

2.05

2.44

1

5

5,000
Fall 2015 enrollment >
5,000 and < 10,000
Fall 2015 enrollment >
10,000
Total

Test of Homogeneity of Variances
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We place the most
qualified staff on the front line.
Levene Statistic
2.084

df1

df2
2

Sig.
179

.127

ANOVA
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
place the most qualified staff on the front line.
Sum of Squares
Between Groups

df

Mean Square

1.063

2

.532

Within Groups

318.299

179

1.778

Total

319.363

181
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F

Sig.
.299

.742

Oneway
[DataSet1] E:\DISSERTATION 1.0\FINAL Customer_Service.sav

Descriptives
Based on your experience and knowledge as a financial aid professional, please rate the following...-We hire
and train the best staff possible.
N

Fall 2015 enrollment <

Mean

Std.

Std.

95% Confidence

Deviation Error

Interval for Mean
Lower

Upper

Bound

Bound

Minimum Maximum

85

1.84

1.033

.112

1.61

2.06

1

5

43

2.16

1.233

.188

1.78

2.54

1

5

54

1.81

1.029

.140

1.53

2.10

1

4

182

1.91

1.086

.080

1.75

2.07

1

5

5,000
Fall 2015 enrollment >
5,000 and < 10,000
Fall 2015 enrollment >
10,000
Total

Test of Homogeneity of Variances
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We hire and train the
best staff possible.
Levene Statistic
1.228

df1

df2
2

Sig.
179

.295

ANOVA
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
hire and train the best staff possible.
Sum of Squares
Between Groups

df

Mean Square

3.709

2

1.855

Within Groups

209.703

179

1.172

Total

213.412

181

131

F
1.583

Sig.
.208

Oneway
[DataSet1] E:\DISSERTATION 1.0\FINAL Customer_Service.sav

Descriptives
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
provide clear messages for students.
N

Fall 2015 enrollment <

Mean

Std.

Std.

95% Confidence

Deviation Error

Interval for Mean
Lower

Upper

Bound

Bound

Minimum Maximum

85

1.60

.848

.092

1.42

1.78

1

5

43

1.47

.702

.107

1.25

1.68

1

4

54

1.67

.869

.118

1.43

1.90

1

5

182

1.59

.821

.061

1.47

1.71

1

5

5,000
Fall 2015 enrollment >
5,000 and < 10,000
Fall 2015 enrollment >
10,000
Total

Test of Homogeneity of Variances
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We provide clear
messages for students.
Levene Statistic
.425

df1

df2
2

Sig.
179

.654

ANOVA
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
provide clear messages for students.
Sum of Squares
Between Groups

df

Mean Square

.996

2

.498

Within Groups

121.098

179

.677

Total

122.093

181

132

F

Sig.
.736

.481

Oneway
[DataSet1] E:\DISSERTATION 1.0\FINAL Customer_Service.sav

Descriptives
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
simplify our aid processes.
N

Fall 2015 enrollment <

Mean

Std.

Std.

95% Confidence

Deviation Error

Interval for Mean
Lower

Upper

Bound

Bound

Minimum Maximum

85

1.71

.884

.096

1.52

1.90

1

5

43

1.60

.760

.116

1.37

1.84

1

4

54

1.87

1.010

.137

1.59

2.15

1

5

182

1.73

.898

.067

1.60

1.86

1

5

5,000
Fall 2015 enrollment >
5,000 and < 10,000
Fall 2015 enrollment >
10,000
Total

Test of Homogeneity of Variances
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We simplify our aid
processes.
Levene Statistic

df1

.734

df2
2

Sig.
179

.481

ANOVA
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
simplify our aid processes.
Sum of Squares
Between Groups

df

Mean Square

1.789

2

.894

Within Groups

144.019

179

.805

Total

145.808

181

133

F
1.112

Sig.
.331

Oneway
[DataSet1] E:\DISSERTATION 1.0\FINAL Customer_Service.sav

Descriptives
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
implement a user-friendly Web site and keep it current.
N

Fall 2015 enrollment <

Mean

Std.

Std.

95% Confidence

Deviation Error

Interval for Mean
Lower

Upper

Bound

Bound

Minimum Maximum

85

2.22

1.127

.122

1.98

2.47

1

5

43

2.07

1.078

.164

1.74

2.40

1

5

54

1.91

.996

.135

1.64

2.18

1

5

182

2.09

1.081

.080

1.94

2.25

1

5

5,000
Fall 2015 enrollment >
5,000 and < 10,000
Fall 2015 enrollment >
10,000
Total

Test of Homogeneity of Variances
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We implement a userfriendly Web site and keep it current.
Levene Statistic
.606

df1

df2
2

Sig.
179

.547

ANOVA
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
implement a user-friendly Web site and keep it current.
Sum of Squares
Between Groups

df

Mean Square

3.331

2

1.666

Within Groups

208.081

179

1.162

Total

211.412

181

134

F
1.433

Sig.
.241

Appendix F
Research Question Two

Oneway
[DataSet1] E:\DISSERTATION 1.0\FINAL Customer_Service.sav
Descriptives
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
include customer service in the office mission statement.
N

Fall 2015 enrollment <

Mean

Std.

Std.

95% Confidence

Deviation Error

Interval for Mean
Lower

Upper

Bound

Bound

Minimum Maximum

85

2.46

1.570

.170

2.12

2.80

1

6

43

2.00

1.574

.240

1.52

2.48

1

6

54

1.70

1.268

.173

1.36

2.05

1

6

182

2.13

1.516

.112

1.90

2.35

1

6

5,000
Fall 2015 enrollment >
5,000 and < 10,000
Fall 2015 enrollment >
10,000
Total

Test of Homogeneity of Variances
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We include customer
service in the office mission statement.
Levene Statistic
4.056

df1

df2
2

Sig.
179

.019

ANOVA
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
include customer service in the office mission statement.
Sum of Squares
Between Groups

df

Mean Square

19.728

2

9.864

Within Groups

396.365

179

2.214

Total

416.093

181

135

F
4.455

Sig.
.013

Robust Tests of Equality of Means
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We include customer
service in the office mission statement.
Statistica
Welch

df1

4.868

df2
2

Sig.

101.407

.010

a. Asymptotically F distributed.
Tests of Between-Subjects Effects
Dependent Variable: Based on your experience and knowledge as a financial aid professional, please rate the
following...-We include customer service in the office mission statement.
Source

Type III Sum of

df

Mean Square

F

Sig.

Squares

Partial Eta
Squared

Corrected Model

a

19.728

2

9.864

4.455

.013

.047

Intercept

709.328

1

709.328

320.335

.000

.642

Q6_Size

19.728

2

9.864

4.455

.013

.047

Error

396.365

179

2.214

Total

1239.000

182

416.093

181

Corrected Total

a. R Squared = .047 (Adjusted R Squared = .037)

136

Post Hoc Tests
What size classification best describes your institution?
Multiple Comparisons
Dependent Variable: Based on your experience and knowledge as a financial aid professional, please rate the
following...-We include customer service in the office mission statement.
Games-Howell
(I) What size classification best

(J) What size classification best

describes your institution?

describes your institution?

Mean

Std.

Sig.

Difference Error

Confidence

(I-J)

Fall 2015 enrollment > 5,000

95%

Interval
Lower

Upper

Bound

Bound

.46

.294

.269

-.24

1.16

Fall 2015 enrollment > 10,000

.76*

.242

.006

.18

1.33

Fall 2015 enrollment > 5,000

Fall 2015 enrollment < 5,000

-.46

.294

.269

-1.16

.24

and < 10,000

Fall 2015 enrollment > 10,000

.30

.296

.578

-.41

1.00

Fall 2015 enrollment < 5,000

*

-.76

.242

.006

-1.33

-.18

Fall 2015 enrollment > 5,000

-.30

.296

.578

-1.00

.41

Fall 2015 enrollment < 5,000

Fall 2015 enrollment > 10,000

and < 10,000

and < 10,000
Based on observed means.
The error term is Mean Square(Error) = 2.214.
*. The mean difference is significant at the .05 level.

137

Oneway
[DataSet1] E:\DISSERTATION 1.0\FINAL Customer_Service.sav
Descriptives
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
provide a friendly and welcoming professional environment.
N

Fall 2015 enrollment <

Mean

Std.

Std.

95% Confidence

Deviation Error

Interval for Mean
Lower

Upper

Bound

Bound

Minimum Maximum

85

1.60

.978

.106

1.39

1.81

1

4

43

1.53

.935

.143

1.25

1.82

1

4

54

1.93

1.113

.152

1.62

2.23

1

4

182

1.68

1.018

.075

1.53

1.83

1

4

5,000
Fall 2015 enrollment >
5,000 and < 10,000
Fall 2015 enrollment >
10,000
Total

Test of Homogeneity of Variances
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We provide a friendly
and welcoming professional environment.
Levene Statistic

df1

5.751

df2
2

Sig.
179

.004

ANOVA
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
provide a friendly and welcoming professional environment.
Sum of Squares
Between Groups

df

Mean Square

4.715

2

2.358

Within Groups

182.801

179

1.021

Total

187.516

181

Robust Tests of Equality of Means
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We provide a friendly and
welcoming professional environment.
Statistic
Welch

a

2.071

df1

df2
2

Sig.

100.021

138

.131

F
2.309

Sig.
.102

Oneway
[DataSet1] E:\DISSERTATION 1.0\FINAL Customer_Service.sav

Descriptives
Based on your experience and knowledge as a financial aid professional, please rate the following...-We use
positive language.
N

Fall 2015 enrollment <

Mean

Std.

Std.

95% Confidence

Deviation Error

Interval for Mean
Lower

Upper

Bound

Bound

Minimum Maximum

85

2.39

1.283

.139

2.11

2.66

1

5

43

2.07

1.352

.206

1.65

2.49

1

6

54

2.57

1.340

.182

2.21

2.94

1

5

182

2.37

1.322

.098

2.17

2.56

1

6

5,000
Fall 2015 enrollment >
5,000 and < 10,000
Fall 2015 enrollment >
10,000
Total

Test of Homogeneity of Variances
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We use positive
language.
Levene Statistic
.030

df1

df2
2

Sig.
179

.971

ANOVA
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
use positive language.
Sum of Squares
Between Groups

df

Mean Square

6.153

2

3.076

Within Groups

310.183

179

1.733

Total

316.335

181

139

F
1.775

Sig.
.172

Oneway
[DataSet1] E:\DISSERTATION 1.0\FINAL Customer_Service.sav
Descriptives
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
deal with difficult situations in a positive way.
N

Fall 2015 enrollment <

Mean

Std.

Std.

95% Confidence

Deviation Error

Interval for Mean
Lower

Upper

Bound

Bound

Minimum Maximum

85

1.92

1.038

.113

1.69

2.14

1

4

43

1.53

.935

.143

1.25

1.82

1

4

54

1.98

1.157

.157

1.67

2.30

1

5

182

1.85

1.061

.079

1.69

2.00

1

5

5,000
Fall 2015 enrollment >
5,000 and < 10,000
Fall 2015 enrollment >
10,000
Total

Test of Homogeneity of Variances
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We deal with difficult
situations in a positive way.
Levene Statistic
10.365

df1

df2
2

Sig.
179

.000

ANOVA
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
deal with difficult situations in a positive way.
Sum of Squares
Between Groups

df

Mean Square

5.590

2

2.795

Within Groups

198.103

179

1.107

Total

203.692

181

140

F
2.525

Sig.
.083

Robust Tests of Equality of Means
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We deal with difficult
situations in a positive way.
Statistic
Welch

a

df1

2.883

df2
2

Sig.

101.734

a. Asymptotically F distributed.

141

.061

Appendix G
Research Question Three

Oneway
[DataSet1] E:\DISSERTATION 1.0\FINAL Customer_Service.sav

Descriptives
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
place the most qualified staff on the front line.
N

Mean

Std.

Std.

95% Confidence Interval for Minimum Maximum

Deviation

Error

Mean
Lower Bound Upper Bound

Public

119

2.27

1.338

.123

2.03

2.51

1

5

Private

63

2.19

1.318

.166

1.86

2.52

1

5

182

2.24

1.328

.098

2.05

2.44

1

5

Total

Test of Homogeneity of Variances
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We place the most
qualified staff on the front line.
Levene Statistic
.002

df1

df2
1

Sig.
180

.962

ANOVA
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
place the most qualified staff on the front line.
Sum of Squares
Between Groups

df

Mean Square

.253

1

.253

Within Groups

319.109

180

1.773

Total

319.363

181

142

F

Sig.
.143

.706

Oneway
[DataSet1] E:\DISSERTATION 1.0\FINAL Customer_Service.sav

Descriptives
Based on your experience and knowledge as a financial aid professional, please rate the following...-We hire
and train the best staff possible.
N

Mean

Std.

Std.

95% Confidence Interval for Minimum Maximum

Deviation

Error

Mean
Lower Bound Upper Bound

Public

119

1.98

1.135

.104

1.78

2.19

1

5

Private

63

1.76

.979

.123

1.52

2.01

1

4

182

1.91

1.086

.080

1.75

2.07

1

5

Total

Test of Homogeneity of Variances
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We hire and train the
best staff possible.
Levene Statistic
.170

df1

df2
1

Sig.
180

.681

ANOVA
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
hire and train the best staff possible.
Sum of Squares
Between Groups

df

Mean Square

2.017

1

2.017

Within Groups

211.395

180

1.174

Total

213.412

181

143

F
1.718

Sig.
.192

Oneway
[DataSet1] E:\DISSERTATION 1.0\FINAL Customer_Service.sav

Descriptives
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
provide clear messages for students.
N

Mean

Std.

Std.

95% Confidence Interval for Minimum Maximum

Deviation

Error

Mean
Lower Bound Upper Bound

Public

119

1.57

.787

.072

1.43

1.71

1

5

Private

63

1.62

.888

.112

1.40

1.84

1

5

182

1.59

.821

.061

1.47

1.71

1

5

Total

Test of Homogeneity of Variances
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We provide clear
messages for students.
Levene Statistic
.487

df1

df2
1

Sig.
180

.486

ANOVA
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
provide clear messages for students.
Sum of Squares
Between Groups

df

Mean Square

.093

1

.093

Within Groups

122.000

180

.678

Total

122.093

181

144

F

Sig.
.138

.711

Oneway
[DataSet1] E:\DISSERTATION 1.0\FINAL Customer_Service.sav

Descriptives
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
simplify our aid processes.
N

Mean

Std.

Std.

95% Confidence Interval for Minimum Maximum

Deviation

Error

Mean
Lower Bound Upper Bound

Public

119

1.74

.906

.083

1.57

1.90

1

5

Private

63

1.71

.888

.112

1.49

1.94

1

5

182

1.73

.898

.067

1.60

1.86

1

5

Total

Test of Homogeneity of Variances
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We simplify our aid
processes.
Levene Statistic

df1

.779

df2
1

Sig.
180

.379

ANOVA
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
simplify our aid processes.
Sum of Squares
Between Groups

df

Mean Square

.026

1

.026

Within Groups

145.782

180

.810

Total

145.808

181

145

F

Sig.
.032

.858

Oneway
[DataSet1] E:\DISSERTATION 1.0\FINAL Customer_Service.sav

Descriptives
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
implement a user-friendly Web site and keep it current.
N

Mean

Std.

Std.

95% Confidence Interval for Minimum Maximum

Deviation

Error

Mean
Lower Bound Upper Bound

Public

119

2.05

1.064

.098

1.86

2.24

1

5

Private

63

2.17

1.115

.140

1.89

2.46

1

5

182

2.09

1.081

.080

1.94

2.25

1

5

Total

Test of Homogeneity of Variances
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We implement a userfriendly Web site and keep it current.
Levene Statistic
.399

df1

df2
1

Sig.
180

.528

ANOVA
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
implement a user-friendly Web site and keep it current.
Sum of Squares
Between Groups

df

Mean Square

.635

1

.635

Within Groups

210.777

180

1.171

Total

211.412

181

146

F

Sig.
.542

.462

Appendix H
Research Question Four

Oneway
[DataSet1] E:\DISSERTATION 1.0\FINAL Customer_Service.sav

Descriptives
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
include customer service in the office mission statement.
N

Mean

Std.

Std.

95% Confidence Interval for Minimum Maximum

Deviation

Error

Mean
Lower Bound Upper Bound

Public

119

2.03

1.461

.134

1.77

2.30

1

6

Private

63

2.30

1.613

.203

1.90

2.71

1

6

182

2.13

1.516

.112

1.90

2.35

1

6

Total

Test of Homogeneity of Variances
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We include customer
service in the office mission statement.
Levene Statistic
1.147

df1

df2
1

Sig.
180

.286

ANOVA
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
include customer service in the office mission statement.
Sum of Squares
Between Groups

df

Mean Square

2.958

1

2.958

Within Groups

413.135

180

2.295

Total

416.093

181

147

F
1.289

Sig.
.258

Oneway
[DataSet1] E:\DISSERTATION 1.0\FINAL Customer_Service.sav

Descriptives
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
provide a friendly and welcoming professional environment.
N

Mean

Std.

Std.

95% Confidence Interval for Minimum Maximum

Deviation

Error

Mean
Lower Bound Upper Bound

Public

119

1.71

1.026

.094

1.53

1.90

1

4

Private

63

1.62

1.007

.127

1.37

1.87

1

4

182

1.68

1.018

.075

1.53

1.83

1

4

Total

Test of Homogeneity of Variances
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We provide a friendly
and welcoming professional environment.
Levene Statistic
.986

df1

df2
1

Sig.
180

.322

ANOVA
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
provide a friendly and welcoming professional environment.
Sum of Squares
Between Groups

df

Mean Square

.374

1

.374

Within Groups

187.143

180

1.040

Total

187.516

181

148

F

Sig.
.359

.550

Oneway
[DataSet1] E:\DISSERTATION 1.0\FINAL Customer_Service.sav

Descriptives
Based on your experience and knowledge as a financial aid professional, please rate the following...-We use
positive language.
N

Mean

Std.

Std.

95% Confidence Interval for Minimum Maximum

Deviation

Error

Mean
Lower Bound Upper Bound

Public

119

2.33

1.328

.122

2.09

2.57

1

6

Private

63

2.44

1.317

.166

2.11

2.78

1

5

182

2.37

1.322

.098

2.17

2.56

1

6

Total

Test of Homogeneity of Variances
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We use positive
language.
Levene Statistic
.023

df1

df2
1

Sig.
180

.881

ANOVA
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
use positive language.
Sum of Squares
Between Groups

df

Mean Square

.561

1

.561

Within Groups

315.774

180

1.754

Total

316.335

181

149

F

Sig.
.320

.572

Oneway
[DataSet1] E:\DISSERTATION 1.0\FINAL Customer_Service.sav

Descriptives
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
deal with difficult situations in a positive way.
N

Mean

Std.

Std.

95% Confidence Interval for Minimum Maximum

Deviation

Error

Mean
Lower Bound Upper Bound

Public

119

1.77

1.029

.094

1.59

1.96

1

4

Private

63

1.98

1.114

.140

1.70

2.26

1

5

182

1.85

1.061

.079

1.69

2.00

1

5

Total

Test of Homogeneity of Variances
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We deal with difficult
situations in a positive way.
Levene Statistic
3.212

df1

df2
1

Sig.
180

.075

ANOVA
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
deal with difficult situations in a positive way.
Sum of Squares
Between Groups

df

Mean Square

1.834

1

1.834

Within Groups

201.858

180

1.121

Total

203.692

181

150

F
1.636

Sig.
.203

Appendix I
Research Question Five

Oneway
[DataSet1] E:\DISSERTATION 1.0\FINAL Customer_Service.sav

Descriptives
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
place the most qualified staff on the front line.
N

2-year

Mean

Std.

Std.

95% Confidence Interval

Deviation

Error

for Mean
Lower

Upper

Bound

Bound

Minimum Maximum

59

2.37

1.299

.169

2.03

2.71

1

5

123

2.18

1.343

.121

1.94

2.42

1

5

182

2.24

1.328

.098

2.05

2.44

1

5

institution
4-year
institution
Total

Test of Homogeneity of Variances
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We place the most
qualified staff on the front line.
Levene Statistic
.077

df1

df2
1

Sig.
180

.782

ANOVA
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
place the most qualified staff on the front line.
Sum of Squares
Between Groups

df

Mean Square

1.501

1

1.501

Within Groups

317.862

180

1.766

Total

319.363

181

151

F

Sig.
.850

.358

Oneway
[DataSet1] E:\DISSERTATION 1.0\FINAL Customer_Service.sav

Descriptives
Based on your experience and knowledge as a financial aid professional, please rate the following...-We hire
and train the best staff possible.
N

2-year

Mean

Std.

Std.

95% Confidence Interval

Deviation

Error

for Mean
Lower

Upper

Bound

Bound

Minimum Maximum

59

2.47

1.278

.166

2.14

2.81

1

5

123

1.63

.861

.078

1.48

1.79

1

4

182

1.91

1.086

.080

1.75

2.07

1

5

institution
4-year
institution
Total

Test of Homogeneity of Variances
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We hire and train the
best staff possible.
Levene Statistic
22.265

df1

df2
1

Sig.
180

.000

ANOVA
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
hire and train the best staff possible.
Sum of Squares
Between Groups

df

Mean Square

28.164

1

28.164

Within Groups

185.248

180

1.029

Total

213.412

181

152

F
27.366

Sig.
.000

Oneway
[DataSet1] E:\DISSERTATION 1.0\FINAL Customer_Service.sav

Descriptives
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
provide clear messages for students.
N

2-year

Mean

Std.

Std.

95% Confidence Interval

Deviation

Error

for Mean
Lower

Upper

Bound

Bound

Minimum Maximum

59

1.61

.720

.094

1.42

1.80

1

4

123

1.58

.868

.078

1.42

1.73

1

5

182

1.59

.821

.061

1.47

1.71

1

5

institution
4-year
institution
Total

Test of Homogeneity of Variances
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We provide clear
messages for students.
Levene Statistic
.928

df1

df2
1

Sig.
180

.337

ANOVA
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
provide clear messages for students.
Sum of Squares
Between Groups

df

Mean Square

.043

1

.043

Within Groups

122.050

180

.678

Total

122.093

181

153

F

Sig.
.064

.801

Oneway
[DataSet1] E:\DISSERTATION 1.0\FINAL Customer_Service.sav

Descriptives
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
simplify our aid processes.
N

2-year

Mean

Std.

Std.

95% Confidence Interval

Deviation

Error

for Mean
Lower

Upper

Bound

Bound

Minimum Maximum

59

1.73

.827

.108

1.51

1.94

1

4

123

1.73

.933

.084

1.57

1.90

1

5

182

1.73

.898

.067

1.60

1.86

1

5

institution
4-year
institution
Total

Test of Homogeneity of Variances
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We simplify our aid
processes.
Levene Statistic

df1

.064

df2
1

Sig.
180

.801

ANOVA
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
simplify our aid processes.
Sum of Squares
Between Groups

df

Mean Square

.000

1

.000

Within Groups

145.807

180

.810

Total

145.808

181

154

F

Sig.
.000

.984

Oneway
[DataSet1] E:\DISSERTATION 1.0\FINAL Customer_Service.sav

Descriptives
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
implement a user-friendly Web site and keep it current.
N

2-year

Mean

Std.

Std.

95% Confidence Interval

Deviation

Error

for Mean
Lower

Upper

Bound

Bound

Minimum Maximum

59

2.08

.988

.129

1.83

2.34

1

5

123

2.10

1.127

.102

1.90

2.30

1

5

182

2.09

1.081

.080

1.94

2.25

1

5

institution
4-year
institution
Total

Test of Homogeneity of Variances
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We implement a userfriendly Web site and keep it current.
Levene Statistic
1.830

df1

df2
1

Sig.
180

.178

ANOVA
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
implement a user-friendly Web site and keep it current.
Sum of Squares
Between Groups

df

Mean Square

.007

1

.007

Within Groups

211.406

180

1.174

Total

211.412

181

155

F

Sig.
.006

.941

Appendix J
Research Question Six

Oneway
[DataSet1] E:\DISSERTATION 1.0\FINAL Customer_Service.sav

Descriptives
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
include customer service in the office mission statement.
N

2-year

Mean

Std.

Std.

95% Confidence Interval

Deviation

Error

for Mean
Lower

Upper

Bound

Bound

Minimum Maximum

59

2.37

1.553

.202

1.97

2.78

1

6

123

2.01

1.490

.134

1.74

2.27

1

6

182

2.13

1.516

.112

1.90

2.35

1

6

institution
4-year
institution
Total

Test of Homogeneity of Variances
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We include customer
service in the office mission statement.
Levene Statistic
1.047

df1

df2
1

Sig.
180

.308

ANOVA
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
include customer service in the office mission statement.
Sum of Squares
Between Groups

df

Mean Square

5.305

1

5.305

Within Groups

410.788

180

2.282

Total

416.093

181

156

F
2.325

Sig.
.129

Oneway
[DataSet1] E:\DISSERTATION 1.0\FINAL Customer_Service.sav

Descriptives
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
provide a friendly and welcoming professional environment.
N

2-year

Mean

Std.

Std.

95% Confidence Interval

Deviation

Error

for Mean
Lower

Upper

Bound

Bound

Minimum Maximum

59

1.73

1.048

.136

1.46

2.00

1

4

123

1.66

1.007

.091

1.48

1.84

1

4

182

1.68

1.018

.075

1.53

1.83

1

4

institution
4-year
institution
Total

Test of Homogeneity of Variances
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We provide a friendly
and welcoming professional environment.
Levene Statistic
.666

df1

df2
1

Sig.
180

.415

ANOVA
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
provide a friendly and welcoming professional environment.
Sum of Squares
Between Groups

df

Mean Square

.197

1

.197

Within Groups

187.320

180

1.041

Total

187.516

181

157

F

Sig.
.189

.664

Oneway
[DataSet1] E:\DISSERTATION 1.0\FINAL Customer_Service.sav

Descriptives
Based on your experience and knowledge as a financial aid professional, please rate the following...-We use
positive language.
N

2-year

Mean

Std.

Std.

95% Confidence Interval

Deviation

Error

for Mean
Lower

Upper

Bound

Bound

Minimum Maximum

59

2.32

1.224

.159

2.00

2.64

1

5

123

2.39

1.371

.124

2.15

2.63

1

6

182

2.37

1.322

.098

2.17

2.56

1

6

institution
4-year
institution
Total

Test of Homogeneity of Variances
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We use positive
language.
Levene Statistic
2.088

df1

df2
1

Sig.
180

.150

ANOVA
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
use positive language.
Sum of Squares
Between Groups

df

Mean Square

.186

1

.186

Within Groups

316.150

180

1.756

Total

316.335

181

158

F

Sig.
.106

.746

Oneway
[DataSet1] E:\DISSERTATION 1.0\FINAL Customer_Service.sav

Descriptives
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
deal with difficult situations in a positive way.
N

2-year

Mean

Std.

Std.

95% Confidence Interval

Deviation

Error

for Mean
Lower

Upper

Bound

Bound

Minimum Maximum

59

1.95

1.105

.144

1.66

2.24

1

4

123

1.80

1.040

.094

1.61

1.98

1

5

182

1.85

1.061

.079

1.69

2.00

1

5

institution
4-year
institution
Total

Test of Homogeneity of Variances
Based on your experience and knowledge as a financial aid
professional, please rate the following...-We deal with difficult
situations in a positive way.
Levene Statistic
2.512

df1

df2
1

Sig.
180

.115

ANOVA
Based on your experience and knowledge as a financial aid professional, please rate the following...-We
deal with difficult situations in a positive way.
Sum of Squares
Between Groups

df

Mean Square

.926

1

.926

Within Groups

202.766

180

1.126

Total

203.692

181

159

F

Sig.
.822

.366

